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ABSTRACT




Supervisor: Dr. Serpil Sayın
Together with the developments in the quality area, measuring service quality has 
become an important issue . The aim of this study is to measure the service quality of 
Bilkent Computer Center (BCC). BCC is responsible for providing computer services in 
Bilkent University. SERVQUAL, which is a popular tool for measuring the service 
quality of a company, is used for this purpose. SERVQUAL aims at measuring the 
difference between the expectations and perceptions of the customers of a service. This 
is achieved by conducting a questionnaire among the users and employees of the 
organizations. The SERVQUAL scores for the organization show that the expectations of 
students and the academic staff are not satisfied by BCC, especially in reliability, 
responsiveness and assurance dimensions. Our results also suggest that there may be 
different levels of dissatisfaction among various user groups. The results point out the 
major problems to be the lack of 'Marketing Research' orientation, management's 
commitment to service quality, goal setting, supervisory control systems, perceived 
control and horizontal communications.
Keywords: Quality, Service Quality, SERVQUAL, Measurement of Service Quality
ÖZET
SERVQUAL YÖNTEMİYLE BİLKENT BİLGİSAYAR MERKEZİNİN 
HİZMET KALİTESİNİN ÖLÇÜLMESİ
YASEMİN CANKAT
İŞLETME YÜKSEK LİSANS TEZİ 
Tez Yöneticisi: Dr. Serpil Sayın
Kalite alanındaki gelişmelerle birlikte servis kalitesinin ölçülmesi önemli bir tartışma 
konusu olmuştur. Bu çalışmanın amacı, Bilkent Bigisayar Merkezi (BCC) 'nin hizmet 
kalitesini ölçmektir. BCC, Bilkent Üniversitesi'nde bilgisayar hizmetleri sağlamakla 
yükümlüdür. Bu amaç için, hizmet kalitesinin ölçülmesinde kullanılan yaygın bir yöntem 
olan SERVQUAL kullanılmıştır. SERVQUAL, müşterilerin bir hizmet seviyesi 
hakkmdaki beklentileri ve hizmet kalitesi konusundaki fikirleri arasındaki farkı ölçmeyi 
amaçlar. Bu çalışmada fark, kullanıcılara ve merkez çalışanlarına bir anket uygulanarak 
hesaplanır. Organizasyonun SERVQUAL puanları, özellikle güvenilirlik, duyarlılık ve 
temin boyutlarında öğrencilerin ve akademik personelin beklentilerinin, BCC tarafından 
karşılanamadığını göstermektedir. Aynı zamanda, çeşitli kullanıcı grupları arasında 
farklı seviyelerde menuniyetsizlik olabileceği de sonuçlar arasındadır. Sonuçlar, en 
önemli problemlerin 'pazar araştırması', yönetimin hizmet kalitesine bağlılığı, hedef 
belirleme, denetimci kontrol mekanizmaları, algılanan kontrol ve yatay haberleşme 
konularındaki eksikler olduğunu göstermektedir.
Anahtar Kelimeler: Kalite, Hizmet Kalitesi, SERVQUAL, Hizmet Kalitesinin 
Ölçülmesi.
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INTRODUCTION AND PROBLEM DEFINITION
Bilkent University is one of the nevi^ est and at the same time one of the fastest 
growing universities in Turkey. It was founded in 1986, and in 10 years, the 
university has expanded to 3 campuses, where nearly 10000 students are being 
educated. There are 7 faculties and 5 schools in Bilkent University. The names of 
these faculties and schools can be seen in Appendix A.
The opportunities provided by the university are quite developed when compared 
to the other universities in Turkey. Especially, the computer service, which is one of 
the most essential services in a university, is presumed to be quite effective in 
Bilkent. Information about the computer services is used extensively in the university 
catalogs in order to attract students to Bilkent University.
Computer services in the university are provided by Bilkent Computer Center, 
which is shortly known as BCC. BCC is responsible for providing a variety of 
computing resources to serve and meet the administrative, educational and research 
computing needs of the university community. Some of the applications developed 
by BCC can be seen in Appendix B. There are nearly 1700 PCs and 80 workstations 
in the university, under the responsibility of BCC.
BCC is a very important service provider for the university. It gives services to 
more than 10000 people. To have a better understanding of the scope of the services 
provided by BCC, we will briefly discuss hardware and human resources of the 
organization.
Hardware Resources
Crucial to most of the computer operations at Bilkent University are SUN 
Systems. Six high performance file servers and around seventy high graphics 
capability SUN workstations running under the UNIX operating system are available 
for use at Bilkent. The file servers support over 300 terminals and provide an 
interface with MS-DOS systems with PC-NFS. The most widespread type of 
computers at Bilkent University are Personal Computers. Over 1700 microcomputers 
are distributed throughout the campus in offices, PC labs and research areas. Two sun 
workstation labs and six PC labs (three in the Engineering Building and three in the 
Economics and Management Building) are administered by BCC and are open for 
faculty and student use. Other computing labs run by individual faculties or schools 
include a SUN Workstation lab in the Faculty of Science; two PC labs, one Macintosh 
lab and one PC/Macintosh/Workstation lab in the Faculty of Art, Design and 
Architecture; and seven PC labs in the Vocational School of Computer Programming 
and Office Management. All of these computers possess extensive networking 
capabilities.
The SUN workstations and PCs are connected to a campus wide Ethernet 
network. Through INTERNET Bilkent users are able to access other networks 
throughout the world and make use of e-mail, news, gopher. World Wide Web and 
similar services.
Human Resources
Currently, 36 people are employed by BCC. BCC staff is organized in certain 
groups to perform certain activities. These groups and their responsibilities are as 
follows:
Unix and N etw ork Administration Group:
This group, consisting of three people, is responsible for the administration of 
servers (which are around 80) and routers, bridges, repeaters, MODEMS (which are 
30 in total) for 24 hours a day. Network cabling is also performed by this group.
Technical Service:
This group is responsible for the maintenance and repair of PCs and printers in 
the university. 2 or 3 people are working under this group.
PC  Applications Group:
This group is responsible for developing and updating the PC Application 
software that are necessary for the university members. Some of these applications 
can be seen in Appendix 2.
Unix Applications Group
This group is responsible for developing and updating the applications that run 
on UNIX operating system. Some applications of this group are: STARS (Student 
Academic Registration System, ERS (Early Registration System), AIRS (Academic 
Information Retrieval System), ORS (On-line Registration System), BLISS (Bilkent 
Library Information Services), BUCWIS (Bilkent University Campus-Wide 
Information System). Teams of two people are responsible for each application.
Unix and PC  Labs Operating Group:
This group is responsible for handling laser printers and PC's /servers, opening 
laser quotas and handling problems with MODEMS. Employees in this group give
courses twice each year to the academic and administrative staff. These courses are 
usually on Windows, DOS, Word, Excel, Internet, etc.
Documentation Group:
This group is responsible for supplying the PC software, manuals and 
documentation needs of the current computing platforms. (PC, Unix etc.). The group 
lends both software and written documents to the students, academic staff and 
administrative staff
Some employees may be responsible for different functions of different groups.
The educational backgrounds of the employees working in BCC differ among 
groups:
Operations Group consists of high school graduates who have taken computer 
courses. After they are employed, on-the-job training is given to them. People 
employed for the Unix Administration and Applications Group are graduates of 
Computer Engineering and Information Sciences. User Support, Consulting, 
Program Installation Groups consist of Computer Technology and Programming 
School Graduates.
The aim of this thesis is to measure the quality of the service provided by BCC to 
Bilkent students and the academic staff, using SERVQUAL (Parasuraman, 
Zeithaml,Berry, 1990) , which is a tool developed for measuring service quality. 
Seeing BCC as a major service provider, this study aims to find out whether BCC is 
successful at satisfying its 'customers' and at which points the service needs 
improvement.
The study limits the customers to 'students' and 'academic staff, excluding the 
administrative staff, due to the fact that the services used by the students and 
academic staff are quite similar (like the registration system), while they may differ 
significantly from the services utilized by the administrative staff
Our goal is to reach students and academic staff from a variety of faculties. 
However, since this is the first study towards measuring the service quality of BCC, 
and due to certain limitations caused by our measurement instrument SERVQUAL, 
we chose to focus on two faculties. These are the Engineering and Business 
Administration faculties, due to the fact that there are two different groups of 
laboratories in two distant buildings that primarily serve these faculties. Comparisons 
are made among the Engineering and Business Administration faculties. We believe 
that the results point out similarities or differences among groups that are physically 
apart and subject somewhat to different computing environments. Comparisons are 
also made among the service quality level perceived by the students and the academic 
staff, considering that there may be differences in the service provided by BCC to 
these groups, mainly because the students use the laboratories for their computing 
purposes, whereas academic staff have their own PCs in their offices.
SERVQUAL, which is a tool developed by Parasuraman, Zeithaml and Berry' 
(1990) for measuring the level of service quality is used in this study. SERVQUAL 
is a multiple item scale instalment that contains an expectations section and a 
perceptions section. Assessing the quality of service is done by computing the 
difference between the ratings of these two sections along 5 dimensions: Tangibles, 
Reliability, Responsiveness, Assurance and Empathy.
’ Parasuraman, Zeithaml and Berry will be referred hereafter as PZB, due to the 
frequent reference.
The questionnaire is responded by the students and the academic staff, and the 
managers and employees of BCC. The results are evaluated comparing the scores on 
different dimensions of service quality, that are explained by PZB (1990).
PZB imply that SERVQUAL can be used to assess quality perceptions of internal 
customers of a company as well. In this study, the 'company' is used to mean 'Bilkent 
Computer Center', and the 'customers', the 'users' who have been limited to the 
students and the academic staff.
CHAPTER 2
LITERATURE REVIEW
Quality in delivering services has become an important issue, together with the 
developments in the 'quality' area. Though it has been possible to define and measure 
quality for tangible goods with increasing level of precision (Garvin, 1983), it has not 
been so easy to understand and control quality for services.
Service industries, as compared to manufacturing industries, involve a great deal 
of uncertainty (Boothe, 1990). Since services are performances rather than objects, 
precise manufacturing specifications for uniform quality rarely can be established and 
enforced by the service firm. Services cannot be measured, counted, inventoried and 
verified in advance of sale to ensure quality delivery. In most services, quality occurs 
during service delivery, usually in an interaction between the customer and contact 
personnel of the service firm. Because of this service quality is highly dependent on 
the performance of employees (PZB, 1988).
Measuring the level of service quality is essential to survive in the increasingly 
hostile environment. Managers need to have a technique that helps them understand 
the nature and level of service quality they provide. Though measurement of service 
quality is a growing interest to researchers and managers, not so many tools have 
been developed in literature.
One of the most popular measures of service quality is SERVQUAL, developed 
by Parasuraman, Zeithaml and Berry (1985, 1991). It has been widely cited in 
marketing literature, also its use in industry is widespread. SERVQUAL uses a 
'difference score' method of measurement. Difference scores involve the subtraction 
of scores on one measurement from another measurement to create a new variable
which is used in subsequent data analysis. Service quality is assessed by subtracting 
subjects' ratings of expected level of service from their ratings of the actual level of 
service received with respect to each of a number of specific items representing five 
dimensions of a service. The average of the difference scores making up a dimension 
serve as the overall measurement of service quality (PZB, 1988).
The purpose of SERVQUAL is to serve as a diagnostic methodology for 
uncovering broad areas of a company's service quality shortfalls and strengths. The 
use of SERVQUAL can be supplemented with additional qualitative or quantitative 
research to uncover the causes underlying the key problem areas or gaps identified by 
a SERVQUAL study. SERVQUAL is a useful starting point, not the final answer, 
for assessing and improving service quality. Its standard five-dimensional structure 
serves as a meaningful framework for tracking a firm's service quality performance 
over time and comparing it against the performance of competitors. This makes 
SERVQUAL a valuable tool that the service firm can use in order to gain competitive 
advantage. SERVQUAL is most useful when it is used periodically to track service 
quality trends, and when it is used in conjunction with other forms of service quality 
measurement (PZB, 1991).
SERVQUAL has been used for measuring service qualities of different service 
providers. For example, Babakus and Mangold (1992) have used SERVQUAL in 
measuring the service quality in a hospital service environment, and have concluded 
that it is a reliable and valid instniment in the hospital environment and in a variety of 
other service industries.
SERVQUAL has also been used in other MBA theses at Bilkent University as 
well. Some of these include Kardem Barin's application (1995) to Vakko, Can Murat
Alpaslan’s application (1995) to Bilkent University Library, and Sibel Bostanci's 
application (1995) to Sevgi Hospital.
Seeing BCC as an Management Information Systems (MIS) provider, MIS 
success evaluation measures in literature can be seen as applicable to BCC. User 
satisfaction has been one of the main determinants of Information Systems success by 
many authors. Conrath and Sharma (1993) have come up with a combination of four 
constructs in measuring the overall success of computer based information systems, 
the first one being "user satisfaction". Amoako-Gyampah and White (1993), have 
used a questionnaire to show that user perception of level of involvement has a direct 
and significant impact on user satisfaction, seeing user satisfaction as a surrogate for 
system success. Menkus (1989) says that one of the two fundamental characteristics 
of "quality information systems", is being designed to conform to customer 
requirements. Eilon (1993) suggests the quality of information systems to be 
measured by using two surrogate measures: user satisfaction and waste. He says that 
user satisfaction can be determined by responses to a range of questions on various 
aspects of using the system. Thus, several authors in literature have concluded that 
one of the main determinants of an information system's performance measure is 
"user satisfaction".
However, no particular and widely accepted framework has been offered to 
measure information systems quality in literature. The 'user satisfaction' measure 
proposed in measuring the quality of an information system (IS) is similar to the 
SERVQUAL measure in that, SERVQUAL uses "customer perceptions of quality" in 
defining service quality. The users of an information system can be defined as the 
'internal customers' of the system. Since it is possible to use SERVQUAL for internal 
customers (PZB,1990), it would be appropriate to apply SERVQUAL to measure the
service quality of an information system, thinking of the users as the internal 
customers. Taking into consideration that SERVQUAL provides the organization 
with certain quantitative measures for taking certain actions to improve service 
quality, SERVQUAL will be used to measure the service quality of an information 
system provider in this study. Further studies may concentrate on frameworks using 
similar dimensions as in SERVQUAL for measuring service quality of an information 
system.
There have been several criticisms in literature to SERVQUAL as well. Carman 
(1990) concludes that the PZB dimensions of SERVQUAL are not completely 
generic and proposes the customization of the wording and the subject of some 
individual items to each service setting. He suggests alternative procedures for 
collecting and analyzing the expectations and perceptions at the individual level.
Babakus and Boiler (1992) assert that SERVQUAL suffers from methodological 
shortcomings. They examine the dimensionality and conclude that 2 dimensional 
factor structures are determined by the direction of item wording; i.e., negatively 
keyed items are loaded heavily on one factor and all positively keyed items are loaded 
on the other factor.
Cronin and Taylor (1992) suggest that the SERVQUAL conceptualization is in 
fact flawed. They say it is based on a satisfaction paradigm rather than an attitude 
model, and also that their empirical analysis of the structural model suggests that the 
SERVQUAL model confirms in only two of the four industries they look at. Their 
evidence supports the use of a performance-based measures of service quality, which 
they call SERVPERE.
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Brown, Churchill and Peter (1993) indicate that SERVQUAL has problems with 
its measurement as a difference score. They conclude that, though SERVQUAL had 
high reliability, its reliability was below that of a non-difference score measure of 
service quality.
There has been other publications that aim to measure service quality as well. 
Brown and Swartz (1989) use three sets of algebraic differences between various 
patient and doctor perceptions of medical services, to measure the service quality for 
professional services.
Some suggestions start with criticizing SERVQUAL and come up with specific 
methods. For example, Bolton and Drew (1991) develop a multistage model of 
service quality and value, that does not measure expectations concerning service 
quality dimensions and elicits direct measures of disconfirmation, different from 
SERVQUAL. They argue that customers' assessments of continuously provided 
services may solely depend on performance and disconfirmation. Cronin and Taylor 
(1992), assert that service quality should be measured as an attitude, and come up 
with a performance based scale called SERVPERF, still starting by criticizing 
SERVQUAL. Teas (1993) questions the validity of perceptions-expectations 
framework of SERVQUAL and comes up with the evaluated performance (EP) 
perceived quality and normed quality (NQ) measurement frameworks. Andaleeb and 
Basil (1994) use perceived fairness as a construct. They use a similar method to 
SERVQUAL in order to measure the service quality in the automobile industry. 
Their questionnaire consists of 5 factors, (perceived fairness, empathy, 
responsiveness, reliability and convenience) the direct assessment of satisfaction with 
the service rendered and behavioral intention regarding the use of service quality in 
the future. To measure the response to each item, a 7 point scale was used similar to
11
PZB (1988). They examine how customer satisfaction depends on their perceptions 
of the actual service rendered, rather than focusing on the gaps between expectations 
and perceptions.
Rust and Zahorik (1993) measure service quality and customer satisfaction, 
through determining which service attributes most determine customer satisfaction in 
a specific industry, and provide a mathematical framework for making accountable 
resource allocation to improve customer satisfaction.
The current state of the literature shows that there is no one agreed-upon best 
way of "measuring" service quality. Although measurability of service quality is also 
questioned, the need for some quantitative evaluations of service quality is practically 
evident. Despite the criticisms against it, in this thesis we will employ SERVQUAL 
as a tool to measure the service quality of BCC. This is due to the lack of any other 






Parasuraman, Zeithaml and Berry define service quality as the discrepancy 
between customers' expectations and perceptions. PZB have come up with the tool 
SERVQUAL, after conducting many focus groups to find out the factors influencing 
expectations and dimensions of service quality used by customers in judging the 
service quality. They have identified 10 general criteria or dimensions that are 
defined as follows:
1. Tangibles: Appearance of physical facilities, equipment, personnel and 
communication materials.
2. Reliability: Ability to perform the promised service dependably and 
accurately.
3. Responsiveness: Willingness to help customers and provide prompt service.
4. Competence: Possession of the required skills and knowledge to perform the 
service.
5. Courtesy: Politeness, respect, consideration and friendliness of contact 
personnel.
6. Credibility: Trustworthiness, believability, honesty of the service provider.
7. Security; Freedom from danger, risk or doubt.
8. Access: Approachability and ease of contact.
9. Communication: Keeping users informed in language they can understand and 
listening to them.
10. Understanding the Customers: Making the effort to know users and their 
needs.
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As a result of the various statistical analyses, considerable correlations were 
identified among items representing several of the original ten dimensions, and they 
were consolidated into 5 remaining dimensions: Tangibles, reliability, responsiveness, 
assurance (including competence, courtesy, credibility and security) and empathy 
(including access , communication and understanding the customer). These 5 
dimensions constituted the dimensions of SERVQUAL.
The SERVQUAL approach develops a conceptual model linking customer- 
perceived quality deficiencies to within-company deficiencies or gaps. PZB (1991) 
have identified five gaps to understand and improve the service quality. These gaps 
are as follows:
Gap 1 : Customers' Expectations - Management's Perceptions 
Gap 2: Management's Perceptions-Service Quality Specifications 
Gap 3: Service Quality Specifications-Service Delivery 
Gap 4: Service Delivery- External Communications 
Gap 5: Customers' Expectations-Customer Perceptions
3.2. Gap 5: Customers' Expectations-Customer Perceptions 
This gap represents the potential discrepancy between the expected and perceived 
service from the customers' standpoint. Figure 1 represents gap 5, which is referred 
to as the service quality shortfall perceived by customers. The factors that affect what 
a customer expects, are found out to include word-of-mouth communications, 
personal needs, past experience and external communications from the service 
provider. The other four gaps are the service provider gaps that contribute to gap 5.
14
C u stom er
Figure 1. Gap 5: Between Customers' Expectations and Perceived Service 
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
3.3. Gap 1: Customers' Expectations - Management's Perceptions 
Managers and employees of service firm executives may not know exactly the 
characteristics that convey high quality to customers. They may not know about 
certain service features critical to meeting customers' desires or the levels of 
performance that customers desire along these features.
In such cases, managers may give decisions that result in perceptions of poor 
service quality. They may misallocate the resources to areas where customers are not 
very much concerned about, or not allocate resources to areas where customers are 
likely to be of great concern. Consequently, a gap as shown in Figure 2 results in 
service quality performance. The first step in improving quality (i.e. narrowing gap
15
5) is for management to acquire accurate information about customers' expectations 







Figure 2. Gap 1: Between Customers' Expectations and Management's 
Perceptions of those Expectations
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
3.4. Gap 2: Management's Perceptions-Service Quality Specifications
Another prerequisite for achieving superior quality in service is the presence of 
performance standards that reflect the management's perceptions of customer 
expectations. Managers usually have difficulties in converting their knowledge of 
customers' expectations into concrete performance standards, thinking that it is 
impossible to set precise service specifications. Gap 2, which is the gap between 
awareness of customers' expectations and the translation of that awareness into 
appropriate service standards, results from the absence of wholehearted management 
commitment to service quality. This gap, as seen in Figure 3, shows that when 
service standards are absent, or when the standards in place do not reflect customers' 
expectations, quality of service as perceived by customers is likely to suffer. When 
there are standards that reflect what customers expect, the quality of service they 
receive is likely to be enhanced. That is why, PZB assert that closing gap 2 by setting
1 6
performance standards that reflect customers' expectations should have a favorable 






Perceptions of Customer 
Expectations
Figure 3. Gap 2: Between Management's Perceptions of Customers' Expectations 
and Service Quality Specifications
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
3.5. Gap 3: Service Quality Specifications-Service Delivery
This gap, (see Figure 4) refers to the discrepancy between service-performance 
standards and actual service delivery. The reasons of the gap are usually 
unwillingness and/or inability to contact personnel to meet the standard. However, 
there are other constraints as well, like inadequate internal systems to support contact 
personnel, insufficient capacity to serve. PZB assert that, even when standards 
accurately reflect customers' expectations, if the service delivery performance falls 
short of standards, it falls short of what customers expect as well (Gap 5).
By ensuring that all the resources needed to achieve the standards are in place, 





Figure 4. Gap 3: Between Service-Quality Specifications and Service Delivery
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
3.6. Gap 4: Service Delivery- External Communications
For many customers, one of the key determinants of expectations is the service 
provider's external communications. The expectations of customers are raised when 
the service company makes promises through communications. So a gap between the 
actual service and the promised service (gap 4, as seen in Figure 5) widens if the 
promises made by a company are not met, and this also affects customers' perceptions 
of service quality (gap 5) adversely.
Gap 4 External
Service Deliveiy ◄ ► Communications
to Customers
Figure 5. Gap 4: Between Service Delivery and External Communications to 
Customers about Service Delivery
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
18
Related to the issue of external communications, another behavior that affects 
the customers' service perceptions is failing to inform customers on behind-the-scenes 
efforts. This failure would cause the customers to perceive that a service is delivered 
in a less favorable way.
The perceptions of customers would be enhanced by educating customers to be 
better users of the service and by explaining to customers facets of the service 
process.
Gap 4 is due to the breakdown in coordination between those responsible for 
delivering the service and those in charge of describing and/or promoting the service 
to customers. To narrow gap 4, and thus gap 5, effectively coordinating actual 
service delivery with external communications is necessary.
3.7. Overview of Service Quality Model
The various gaps are measures for understanding the service quality and its 
determinants. This conceptual model of gaps (Figure 6) implies that closing Gap 5 is 
only possible through closing Gaps 1 through 4 and keeping them closed. Service 




Figure 6. Conceptual Model of Service Quality
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 
Service: Balancing Customer Perceptions and Expectations, Collier Macmillan 
Publishers, London, 1990
The conceptual model also implies a logical process by which companies can 
employ to measure and improve the quality of service (see Figure 7). The questions
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on the left correspond to the five gaps. By answering these questions, managers may 
gain insights about their weakest points and take action for closing these gaps.
Figure 7. Process Model for Continuous Measurement and Improvement of Service 
Quality
Source: Parasuraman, A., Berry, L. L., Zeithaml, V.A., Delivering Quality 





SERVQUAL questionnaires were used to measure the gaps explained in the 
previous section.
The first set of questionnaires (Appendix C) were distributed to the users of 
BCC, who are identified in two groups: students and academic staff. The 
questionnaires were distributed to 60 students, 30 of whom are management, 10 are 
industrial engineering, 10 are computer science and 10 are electrical engineering 
students of third and fourth year. All 60 questionnaires were returned back. Same 
questionnaires were also distributed to 30 academicians, 15 of whom are from 
management, 5 from electrical engineering, 5 from industrial engineering and 5 from 
computer science departments. Of the 30 questionnaires, 27 have been collected back. 
The first set of questionnaire contains an expectations section and a perceptions 
section, each consisting of 22 questions. It also contains customers' assessment of the 
relative importance of the five dimensions. A 7 point Likert scale is used. In the 
perceptions section, the users rate their opinions on Bilkent Computer Center. In 
addition to the standard SERVQUAL questions, further questions were asked about 
their departments, number of years in Bilkent University and their general comments 
and suggestions on the service quality of BCC, in order to gain more insight about the 
reasons of the probable gaps to be measured.
The second set of questionnaires (Appendix D), were distributed to 30 BCC 
employees. 29 of them were returned back. Gaps 1 and 2 are managerial gaps, 
whereas gaps 3 and 4 pertain more to first line employees. So, PZB suggests that the 
first part of this questionnaire be responded by managers for measuring gaps 1 and 2, 
and the second part be responded by first-line employees. However, BCC is a flat
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organization. There is only one manager and all the employees are working under him 
at the same level. Consequently, there are no employees that can be defined as 'first 
line employees'. Because of these reasons, the same set of questionnaire was 
distributed to 30 BCC employees and collected from 29 employees. Gaps 1, 2, 3 and 
4 were calculated based on the answers of these 29 people.
The second set of questionnaire contains only the expectations section consisting 
of 22 questions. The next three sections, each consisting of 5 questions is used to 
measure gaps 2, 3 and 4 respectively. The last two sections consist of 19 and 26 
questions. These sections are used to measure antecedents of gaps 1 through 4, 
however some questions were eliminated from the original SERVQUAL instmment. 
The questions eliminated were mainly on selling and competition. Since BCC is not a 
profit seeking organization, these questions did not fit the characteristics of the 
organization. In all 6 sections, again a seven point Likert scale is used. Additionally, 
similar questions on general assessment of service quality of BCC was asked to BCC 
employees as well.
4.1.Calculation of Gap 5 (SERVQUAL scores)













A Gap 5 score is calculated as follows:
Calculating the SERVQUAL score involves computing the difference between 
the scores users assign to the paired expectations perceptions statements. Specifically, 
a gap score for each statement pair, for each user is computed as follows:
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SERVQUAL Score = Perception Score - Expectation Score
BCC's quality of service along each of the 5 dimensions can be assessed across 
all users by averaging their SERVQUAL scores on statements making up the 
dimension. For example, if N customers responded to a SERVQUAL survey, the 
average SERVQUAL score along each dimension is obtained through the following 
two steps:
1. For each user, SERVQUAL scores on the statements pertaining to the 
dimension are added and the sum is divided by the number of statements making up 
the dimension.
2. The quantity obtained in step 1 is added across all N users and the total is 
divided by N.
The SERVQUAL scores obtained for the five dimensions can be averaged. This 
measure is an unweighted SERVQUAL score, because it does not take into account 
the relative importance of that users attach to various dimensions.
An overall weighted SERVQUAL score that takes into account the relative 
importance of the dimensions is obtained through the following four steps:
1. For each user, the average SERVQUAL score for each of the five dimensions 
is computed.
2. For each user, the SERVQUAL score for each dimension is multiplied by the 
importance weight assigned by the users to that dimension (the importance weight is 
the points the user allocated to the dimension divided by 100).
3. For each user, the weighted SERVQUAL scores across all five dimensions are 
added to obtain a combined weighted SERVQUAL score.
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4. The scores obtained in step 3 are added across all N users and the total is 
divided by N.
The same scores were also calculated for students and academicians, and users 
from Business Administration and Engineering Faculties separately to see whether a 
comparison among the groups is possible.
4.2.Calculation of Gap 1:
Measurement of gap 1 requires comparison of responses pertaining to 
expectations of BCC employees and users. The extent of gap 1 is measured by 
determining the discrepancy between the managers' (in this case employees') ratings 
and the users' ratings on the corresponding questions of the SERVQUAL 
questionnaire. Specifically, a gap 1 score along each of the five dimensions was 
computed as follows:
1. The average expectation score along the dimension for the user sample was 
determined.
2. The average expectation score along the dimension as perceived by the 
employee sample was determined using the same procedure as under step 1, but on 
data from the employee sample.
3. The average score determined in step 1 was subtracted from the average score 
determined in step 2.
Also, overall and weighted gap 1 scores were calculated. The overall gap 1 score 
was computed by averaging the scores across the five dimensions for each sample 
separately and then computing the difference between the two sample averages.
25
For the weighted overall gap 1 score, first, a weighted expectation score w 
computed for each sample separately and then the difference between the tv 
weighted sample scores were computed.
The same scores were also calculated for students and academicians, and use 
from Business Administration and Engineering Faculties separately to see whether 
comparison among the groups is possible.
4.3. Calculation of Gaps 2 Through 4
Gaps 2 through 4 were measured by asking all employees to directly indica 
their perceptions of the extent of these gaps. An overall measure of each gap w 
obtained by averaging the scores across the five rating scales pertaining to the gap.
4.4. Measuring Antecedents of Gaps 1 Through 4
The last two sections of the second set of questionnaires, contain statements th 
pertain to specific factors. Again, seven-point scales (ranging from Disagree 
Strongly Agree) are attached to the statements to obtain the respondents' ratings.
The specific antecedents and statements on the questionnaire pertaining to the 
follow:
Antecedents of Gap I 
Marketing research orientation 
Upward communication 
Levels of management
Antecedents of Gap 2














The specific antecedents and the questionnaire statements pertaining to the last 
section of the questionnaire are as follows:





Supervisory control systems 
Role conflict 
Role ambiguity












4.5. Determining Scores For the Antecedents of Gaps 1 Through 4
The average score for each antecedent (on a scale of 1 to 7 on which the higher 
the score the more favorable the current status of the antecedent) is computed through 
the following two steps:
1. For negatively worded statements pertaining to the antecedent, the ratings 
given by the respondents are reversed (i.e., score 7 as 1, 6 as 2, etc.).
2. For each respondent, the scores on the statements comprising the antecedent 
are added and divided by the total number of statements.
3. The scores obtained in step 2 are added across all respondents and divided by 
the number of respondents.
For the weighted overall gap 1 score, first, a weighted expectation score was 
computed for each sample separately and then the difference between the two 
weighted sample scores were computed.
The same scores were also calculated for students and academicians, and users 
from Business Administration and Engineering Faculties separately to see whether a 
comparison among the groups is possible.
4.3. Calculation of Gaps 2 Through 4
Gaps 2 through 4 were measured by asking all employees to directly indicate 
their perceptions of the extent of these gaps. An overall measure of each gap was 
obtained by averaging the scores across the five rating scales pertaining to the gap.
4.4. Measuring Antecedents of Gaps 1 Through 4
The last two sections of the second set of questionnaires, contain statements that 
pertain to specific factors. Again, seven-point scales (ranging from Disagree to 
Strongly Agree) are attached to the statements to obtain the respondents' ratings.
The specific antecedents and statements on the questionnaire pertaining to them 
follow:
Antecedents of Gap 1 
Marketing research orientation 
Upward communication 
Levels of management
Antecedents of Gap 2















DISCUSSION OF RESULTS AND RECOMMENDATIONS
5.1. Gap 1
Knowing what customers expect is the first and possibly the most critical step in 
delivering high quality service. The first gap is the difference between what users 
expect and what management perceives they expect.
When we look at the overall gap 1 scores, (the scores calculated by including all 
users), we observe that there is a difference of 0.38 points in the unweighted, and a 
difference of 0.47 points in the weighted expectations of users and the perceptions of 
expectations of employees. (See Table 1).
Table 1. The Weighted and Unweighted Gap 1 Scores of all Respondents
Expectation Scores T RL RS AS EP Unweighted Weighted
Employees 6.01 6.01 5.48 5.67 4.62 5.56 5.65
Users 6 6.37 5.99 6.17 5.18 5.94 6.12
GAP 1 -0.01 0.36 0.51 0.5 0.56 0.38 0.47
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
This shows that, BCC is weak in knowing what the users expect and that there is 
room for improvement, especially in dimensions of reliability, responsiveness 
assurance and empathy, though the expectations of employees on tangibles 
dimensions are above expectations of users.
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Table 2: The Unweighted and Weighted Gap 1 Score of Students and Academic
Staff
Expectations T RL RS AS EP Unweighted Weighted
Employees 6.01 6.01 5.48 5.67 4.62 5.56 5.65
Students 6.06 6.31 5.95 6.10 5.89 5.89 6.05
Academic Staff 5.86 6.51 6.09 6.33 5.48 6.06 6.28
GAP ! 0.05 0.30 0.47 0.43 0.42 0.33 0.4
(Students)
GAP 1 -0.15 0.50 0.61 0.66 0.86 0.5 0.63
(Acad.Staff)
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
When we compare the gap 1 scores of students and the academic staff (Table 2), 
we see that the gap for the academic staff is more (0.5 as opposed to 0.33) than the 
gap for the students. This difference is due to the higher expectations of the academic 
staff in reliability, responsiveness and assurance dimensions. Though the expectation 
perceptions of BCC employees exceed those of the academic staff, they fall short of 
the expectations of students in tangibles dimension. This difference in overall results 
may be explained by the factors influencing expectations described by PZB (1990). 
PZB says that one of the factors influencing expectations is "past experience". Since 
most of the academic staff in Business Administration and Engineering faculties have 
studied in universities in the United States, it is possible to say that their past 
experience with computer centers is more than that of students. So, their expectations 
on the standards of the service level of a computer center are naturally higher.
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The difference in expectations is also observed in the weighted scores, where the 
importance given by the users to the dimensions is taken into consideration. The 
scores in gaps being higher when compared to the unweighted scores both for the 
overall group (Table 1) and for the students and academic staff (Table 2), show that 
BCC is not aware of the importance given by the users to the dimensions. In the 
overall category (Table 1), they think that users' expectations of tangibles dimension 
is higher than what they actually is, whereas the users care more about reliability 
(ability to perform the promised service dependably and accurately), responsiveness 
(willingness to help customers and prompt service) and assurance (knowledge and 
courtesy of employees and their ability to convey trust and confidence) and empathy.
Table 3: The Unweighted and Weighted Gap 1 Score of Users from Faculty of 
Engineering and Business Administration
Expectations T RL RS AS EP Unweighted Weighted
Employees 6.01 6.01 5.48 5.67 4.62 5.56 5.65
Eng. Users 5.98 6.49 6.11 6.27 5.03 5.98 6.05
B.Adm. Users 6.01 6.26 5.88 6.08 5.32 5.91 6.28
GAP l(Eng) -0.03 0.48 0.63 0.6 0.41 0.42 0.4
GAP 1 (B.Adm) 0 0.25 0.4 0.41 0.7 0.35 0.63
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
When we compare the gap 1 scores among users from Engineering faculty and 
Business Administration faculties (Table 3), we see that the users from the
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Engineering faculty have slightly higher expectations than the users from Business 
Administration faculty. This can again be explained by the "past experience" factor. 
In the past, there was a significant difference among the service levels of the two 
faculties. Factors like proximity of BCC to Engineering Faculty laboratories and 
offices, and the policy of Bilkent University towards Engineering faculty have 
contributed to the better service given to this faculty. However, during the last few 
years, this service has worsened too. It can be concluded that since the members of 
the Engineering faculty have had better experiences with BCC, their expectations are 
higher.
5.2. Antecedents of Gap 1 and Recommendations
There are three conceptual factors that contribute to Gap 1:1) lack of "marketing 
research" orientation 2) inadequate upward communication 3) too many levels of 
management.
Table 4. Antecedents of Gap 1
Antecedent Score
Marketing Research Orientation 4.09
Upward Communication 4.78
Levels of Management 4.48
As can be seen from Table 4, employees think that BCC falls short of all the 
three factors, the worst being the marketing research orientation. We know that BCC 
does not perform any kind of research to find out the expectations of its users. Rather, 
it assumes it knows what customers should want and delivers that. Since BCC is not a 
profit center for the university, it is likely that the managers do not consider the users
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as their customers. However, to provide service quality, finding out what the 
customers expect is essential. In order to close gap 1, the following strategies are 
recommended:
• BCC should use the complaints it receives strategically. Even though 
listening to complaints is not sufficient to understand the users' expectations, 
complaints can become part of a larger process of staying in touch with users. The 
written complaints received through the complaint boxes placed at various places of 
Bilkent University, through BCC-hotline and oral complaints received through user- 
contact personnel can provide important information about the failures and 
breakdowns in the service system. These complaints can be tallied, summarized daily 
and placed in problem files. In this way, the management can review the key areas of 
users' dissatisfaction on a regular basis and make changes to meet the users' 
expectations.
• BCC should engage in comprehensive user-expectation studies. This could 
be done through questionnaires, focus groups or/and interviews. Recognizing that 
users' expectations are dynamic, management should create a user profile and 
continue to update the information and strategies with respect to this profile.
Upward communication is another factor that contributes to gap 1. BCC is 
insufficient in providing the upward communication from contact personnel to 
management (Table 4). In our case, user-contact personnel correspond to most of the 
BCC employees, especially system and laboratory operators. This result is interesting 
because BCC is a flat organization, with all the employees working at the same level 
and they are working directly under the manager. The comments of the employees at 
the end of the questionnaires (Appendix E) and the interviews give us a clue about
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this problem. Employees are not motivated, thus not very willing to communicate the 
problems to upper management, due to some reasons like low salaries, heavy work 
load, lack of training, etc.
Though the upward communication factor has the highest score among the three 
(Table 4), it is possible to improve it. A suggestion might be providing efficient and 
effective types of communications that are formal (e.g. reports of problems) and 
informal (e.g. discussions between contact personnel and upper -level management). 
We found out that BCC employees have weekly meetings with the top management, 
however they say that "nothing changes when they communicate the problems, so 
they do not go on reporting the same problems anymore". Thus, the solution is to 
motivate the employees to continue receiving feedback from them and to use this 
information effectively to solve the problems in service quality.
The last factor for gap 1, "too many levels of management between contact 
personnel and management", is somehow related to the second factor. Again, the 
same arguments can be used to explain the presence of a gap despite the fact that 
there are no levels between contact personnel and management.
5.3. Gap 2
Gap 2 is the discrepancy between managers' perceptions of users' expectations 
and the actual specifications they establish for service delivery.
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T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
According to the results, (Table 5), gap 2 is greatest for dimensions of 
responsiveness and empathy, which means that the specifications for these 
dimensions are not established adequately. The best dimension is reliability. When 
we consider the overall score (4.06), we can conclude that employees think there are 
no formal and written standards within the computer center.
5.4. Antecedents of Gap 2 and Recommendations
Gap 2 has 4 antecedents: 1) inadequate commitment of service quality 2) lack of 
perception of feasibility 3) inadequate task standardization 4) absence of goal setting . 
The scores calculated for these antecedents can be seen in Table 6.
Table 6: Antecedents of Gap 2
Antecedent Score
Management's Commitment to Quality 4.06
Goal Setting 4.26
Task Standardization 4.60
Perception of Feasibility 4.57
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Among the four, management's commitment to service quality has the lowest 
score, thus needs improvement most. Management commitment to service quality 
means providing service that the customer perceives as high in quality (PZB, 1990). 
In order to close gap 2 through improving this factor, BCC top management should 
commit itself to quality and additionally, should find a way of constantly and visibly 
expressing its commitment to lower level employees. Through this way, the 
employees can understand the importance of quality.
The score of the second factor, goal setting, also shows that this factor also needs 
improvement. To deliver consistently high service quality, companies should 
establish goals or standards to guide their employees in providing service quality 
(PZB, 1990). Effective goals should be 1) designed to meet customers' expectations 
2) specific 3) expected by employees 4) cover important job dimensions 5) measured 
and reviewed with appropriate feedback and challenge the realistic. As far as we 
understand from the score, BCC is not very successful on this subject, so it should 
aim to find-out users' expectations and set goals in line with these expectations.
The degree of task standardization is effective in the translation of managerial 
perceptions into specific service quality standards (PZB, 1990). BCC's score with this 
antecedent is low (Table 6), thus needs improvement. Using hard or soft technology 
for standardization would reduce gap 2 for BCC. We can suggest that they use the 
technology they have effectively and at the same time improve the work processes to 
accomplish this task.
The last factor, "perception of feasibility" refers to the extent to which managers 
perceive that meeting customers' expectations is feasible (PZB, 1990). This is a
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managerial mind-set, i.e. managers and employees might think that it is not feasible to 
serve all the needs of the customer, because of lack of technology to improve a 
service delivery, financial constraints, rigid and unrealistic expectations and demands 
of customers, etc. However, PZB has found out that the perception of infeasibility is 
often the result of short-term, narrow thinking on the part of the managers. It is 
observed that there exists a perception of infeasibility in BCC management regarding 
the financial constraints and the demands of the users. This result can be seen from 
the low score of the antecedent as well (Table 6). The key to solving this problem is 
being open to innovation, being receptive to different and better ways of doing 
business and having the perception that almost anything the user wants is feasible.
5.5. Gap 3
This gap refers to the difference between service specifications and the actual 
service delivery. It occurs when employees are unable and/or unwilling to perform 
the services at the desired level. Willingness to perform may be described as the 
discretionary effort, the difference "between the maximum amount of effort and care 
that an individual could bring to his/her job, and the minimum amount of effort 
required to avoid being fired or penalized". As can be observed from the overall 
results in Table 11, BCC has problems in this area too. Especially in dimensions 
tangibles and empathy, the employees rate the lowest scores, thus point out the largest 
gaps. The overall gap score strengthens the conclusion that the employees are not 
motivated in performing their services. It is easily observed that they show the 
minimum amount of effort required. The problem should be solved by trying to find 
the ways that would motivate the personnel.
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5.6. Antecedents of Gap 3 and Recommendations
This gap has 7 antecedents: I)role ambiguity 2) role conflict 3) poor employee fit 
4) poor technology-job fit 5) inappropriate supervisory control systems 6) lack of 
perceived control 7) lack of teamwork. The scores of these antecedents can be seen 
in Table 14:






Supervisory Control Systems 3.09
Role Conflict 4.64
Role Ambiguity 4.56
Among the seven antecedents, supervisory control systems gets the lowest scores. 
This shows that the evaluation and reward system in the organization is not 
appropriate. The performance of employees is monitored and rewarded not for 
service quality delivery, but for other goals. BCC employees do not know what 
aspects of their jobs will be stressed most in performance evaluations. Moreover, 
employees who do the best job serving users are not more likely to be rewarded than 
other employees. Since the ones who make special effort to serve users do not 
receive increased financial rewards, career advancements, etc. , BCC employees have 
no motivation to give better quality service.
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To handle this problem, employees' performance must be continually monitored 
and rewarded when outstanding. A performance-measurement system sensitive to 
high performance and tied to appropriate rewards would be very motivating, 
especially when employees know that others will learn how well they are performing. 
In addition, a well executed reward system should be established, to make employees 
realize that management is serious about quality and willing to pay for it. The 
rewards can be in many forms: direct financial rewards, career advancement and 
recognition. During our studies, we have understood that complaints of employees 
are mainly on low salaries (Appendix E), so we expect that emphasizing this point 
and using financial rewards, especially in salaries would be quite motivating.
The next low score is for perceived control, which involves the ability to make 
responses that influence threatening situations and the ability to choose outcomes or 
goals. BCC employees do not feel a sense of control over the quality of the service 
rendered, so they feel discouraged about their jobs. The control over the service is in 
the hands of an employee in other places in the organization. To solve this problem, 
BCC employees should be empowered. This means the personnel should be given the 
authority to make important decisions about serving users.
Employee role ambiguity is another antecedent with a relatively lower score. 
When employees do not possess the information or training necessary to perform 
their jobs adequately, they experience role ambiguity (PZB, 1990). BCC employees 
are not very certain about what managers expect from them and how to satisfy these 
expectations. They do not know how their performance will be evaluated and 
rewarded. To close gap 3, employees should be given specific and frequent 
information about what they are expected to do. They should also be given feedback 
regarding their performance. Finally, training in communication skills, especially in
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listening to users should be given, in order to increase employees' level of confidence 
and competence which results in greater role clarity. Trainings should also include 
the technical aspects of the services they provide. Since information technology is 
changing very fastly, giving training to. employees on the necessary up-to-date 
technical knowledge is very important for getting a high service quality from Bilkent 
Computer Center.
5.7 Gap 4
Gap 4 is the gap between what a firm promises about a service and what it 
actually delivers. This discrepancy between service delivery and external 
communications, in the form of exaggerated promises and/or absence of information 
about service delivery aspects intended to serve customers well, can powerfully affect 
consumers' perceptions of service quality (PZB,1990). According to our results, 
(Table 5), BCC's gap 4 score is better than its scores for gaps 2 and 3, however, there 
is still room for improvement, since the figure is less than 7.
5.8. Antecedent of Gap 4 and Recommendations
The antecedent of gap 4, used in our study, is the horizontal communication. 
This factor has a relatively low score (Table 8), which shows that communications 
across functions are not open, thus the service quality is in jeopardy within BCC.
In order to deliver excellent customer service, BCC must treat its employees as 
customers. The extent to which employees are served through training, motivation, 
compensation, and recognition has a powerful impact on the quality of service that 
employees deliver. BCC may consider implementing human resources strategies for 
performing these functions. Also, the walls between functions should be broken, and 
integration should be provided, though it is a difficult and time consuming task.
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Another problem that results in this gap, is the difference between policies and 
procedures across groups. Customers may not receive the same level of service 
quality across the branches. Under these circumstances, the size of Gap 4 can be 
large. In our case, the gap may be due to the difference in services provided by 
different groups, for example the system operators and Unix administrators. To solve 
this problem, BCC should develop a mechanism for ensuring uniformity. Standards 
or goals should be set for service quality outcomes that are visible to users, but 
different groups may use their own process to achieve these goals.
Table 8: Antecedent of Gap 4
Antecedent Score
Horizontal Communication 4.00
5.9. Gap 5 (SERVQUAL Score)
SERVQUAL score represents the gap between the perceptions and expectations 
of users. Table 9 shows the overall unweighted and weighted SERVQUAL scores. 
The more negative the SERVQUAL score, the more serious the service-quality 
shortfall in the eyes of users. So, in both measures, Bilkent Computer Center's 
services fall short of expectations of users on every dimension. It is clear that there is 
room for improvement, especially in reliability, responsiveness and assurance 
dimensions. What is more significant is that, the weighted score is more negative 
than the unweighted score. This indicates that BCC is performing most poorly on 
dimensions that are most critical to users. In other words, BCC does not know which 
facets it should give importance and to commit resources to.
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In order to close Gap 5 (Servqual score), BCC should make improvements in all 
dimensions, particularly in reliability (ability to perform the promised service 
dependably and accurately), responsiveness (willingness to help customers and 
provide prompt service), and assurance (possession of required skills and knowledge 
to perform the services, politeness, respect, consideration and friendliness of 
personnel, tmstworthiness, believability, honesty of service provider, freedom from 
danger and risk).
Table 9: Overall Unweighted and Weighted Gap 5 (Servqual) Scores
RL RS AS EP Unweighted Weighted Score
GAPS -1.79 -2.88 -2.81 -2.64 -2.00 -2.42 -2.60
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
When we analyze the Gap 5 scores of students and academic staff separately 
(Tables 10 and 11), we reach results that are similar to the overall category results, 
discussed above. However, if we make a comparison among these two groups, we 
conclude that the academic staffs perceptions of service quality, fall much behind 
their expectations, as opposed to that of the students. The weighted Gap 5 score of 
academic staff is -3.11 (Table 10), which is quite high, whereas this score is -2.37 for 
the students. The significant difference points out that the academic staff has more 
serious problems about the level of service that they receive. The difference ean be 
explained by the higher expectations of the academic staff, which had been tied to the 
effects of past experience before. The conclusion to be drawn is that, BCC should try 
to find out the reasons for Gap 5, especially of the academic staff, using the 
antecedents of gap 1, 2, 3 and 4.
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Table 10: Unweighted and Weighted Gap 5 (Servqual) Scores of Students
T RL RS AS EP Unweighted Weighted Overall
GAP 5 -1.86 -2.62 -2.66 -2.40 -1.76 -2.26 -2.37
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
Table 11: Unweighted and Weighted Gap 5 (Servqual) Scores of Academic Staff
RL RS AS EP Unweighted Weighted Overall
GAPS -1.63 -3.45 -3.16 -3.17 -2.51 -2.78 -3.11
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
The comparison among the users from the Engineering Faculty and the Business 
Administration Faculty, leads to similar results as discussed in Gap 1 (Tables 10 and 
11). The gap for users from Engineering Faculty are higher in all dimensions, except 
for empathy, when compared to users from Business Administration Faculty. This 
result was surprising for us, since we expected that users from the Engineering 
Faculty would be more satisfied with the service level they are receiving. This result 
can again be explained by the higher expectations of users from Engineering Faculty, 
due to the experience with better service quality provided by BCC in the previous 
years.
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Table 12: Unweighted and Weighted Gap 5 (Servqual) Scores of Users from 
Faculty of Engineering.
T RL RS AS EP Unweighted Weighted Overall
GAPS -1.90 -3.04 -3.11 -2.85 -1.68 -2.51 -2.76
T: Tangibles, RL: Reliability, RS: Responsiveness, AS: Assurance, EP: 
Empathy
Table 13: Unweighted and Weighted Gap 5 (Servqual) Scores of Users from 
Faculty of Business Administration
T RL RS AS EP Unweighted Weighted Overall
GAP 5 -1.68 -2.72 -2.54 -2.44 -2.29 -2.34 -2.45




COMMENTS OF USERS ON BCC
The users have filled in the optional comments and suggestions part of the 
questionnaires. The results point out to many problems faced by them. The 
comments of students and academic staff can be seen in Appendix F and G 
respectively. First, we will analyze the problems stated by the students, then, those 
stated by the academic staff. The problems may be grouped in certain categories:
Complaints mostly point out to a capacity problem, resulting from the increases 
in the population of the university. Students expect to be able to find a workstation or 
PC when they need to. However, the laboratories are most of the time full. 
Especially the business administration students complain about the laboratories being 
closed due to the courses being given during the day. This problem is the most 
serious one, and should be solved immediately, because a computer center exists to 
give service to students and if a student can not find a PC to work on, this means the 
computer center does not perform its service at all, not even mentioning the quality of 
the service given. Capacity should be increased, after making a demand analysis. 
New laboratories may be opened in the next years, after making estimates on the 
demand for computers.
Another area of complaint is on the maintenance of the computers. Capacity 
problems also exist due to the computers not working as a result of the hardware and 
software problems. There are also many complaints on the virases not being checked. 
BCC is informed on most of the failures. We can understand this from the sheets put 
on the screens of the PCs in the laboratories, saying that they are out of order. 
However, BCC fails to take immediate action for these problems. The same notice 
may stay on a PC for more than a week. So, what is necessary is taking immediate
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action for these problems, as soon as the problem is informed to BCC. Such an 
activity may be possible, after a service quality approach is developed among the 
employees within the organization.
Another common complaint is on the competence and courtesy of the employees. 
Students find the employees that they contact incompetent, because they can not get 
answers for their questions. Also, the behavior towards the students is disturbing. 
We can understand from the comments that the employees see the students as a 
burden, rather than the aim of their presence. They are neither willing, nor 
knowledgeable enough to help. As discussed in the previous section, the solution for 
this problem depends on employing better educated people and motivating them by 
providing better working conditions and giving continuous training to employees on 
the necessary areas.
The complaints of the academic staff, mostly concentrate on the maintenance of 
workstations and on the behavior of employees of BCC in problem solving. It seems 
that the academic staff can not find a responsible person to explain their problems. 
We get a feeling that even if these problems are communicated, it is difficult to have 
them solved within a reasonable time.
Taking into consideration that nearly all of the comments are complaints, and 
that in general, only a minimal percentage of the unsatisfied customers complain, we 
can say that the problem is much worse than that stated in the optional comments 
section. These problems are in line with the problems diagnosed through the gaps 
analysis. Certain immediate action should be taken by BCC, if the level of service is 




Together with the developments in the 'quality' area, delivering service quality 
has become an important issue. Managers differentiate themselves through delivering 
better service in quality, in order to gain competitive advantage. Making 
improvements in service quality necessitates the measurement of service quality level 
using a specific method. However, it has not been easy to define and measure quality 
for services, since services are much more uncertain when compared to tangible 
goods. Not so many tools have been developed to measure the service quality.
One of the most popular tools in this area is SERVQUAL, which was developed 
by Parasuraman, Berry, and Zeithaml in 1985. SERVQUAL provides a framework 
for measuring and understanding service quality. It points out the main problematic 
areas, with the help of the gap analysis. Its aim is to suggest closing these gaps in 
order to reach excellence in service.
SERVQUAL can be used to assess quality perceptions of the internal customers 
of a company as well. In this study, SERVQUAL is used to measure the service 
quality of Bilkent Computer Center (BCC), where the users can be seen as the 
internal customers. It is also possible to see a computer center as the Management 
Information Systems department of a university, and to use SERVQUAL as a starting 
tool to measure the service level provided by an MIS department of a company.
Though Bilkent Computer Center is not a profit seeking organization, achieving 
better service is necessary, because of BCC's importance in the quality of service 
level provided by Bilkent University. In this study, certain problematic areas of BCC 
are identified and certain improvement methods are suggested.
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To measure the level of service quality of Bilkent Computer Center, two sets of 
questionnaires were distributed, the first one to users, which had been defined as the 
students and the academic staff, the second one to the employees of BCC. The study 
is limited to the faculties of engineering and business administration. Our aim is to 
measure the overall service quality provided by BCC, however certain comparisons 
are also made between the two faculties and between the students and the academic 
staff, depending on the differences in the results of the two groups.
According to SERVQUAL, service quality is defined as the difference between 
customer expectations and perceptions. Gap 5, which is known as the Servqual score, 
measures the difference between customers' expectations and perceptions of service 
quality. Our results show that, in general, the gap for BCC is quite high, thus, BCC 
faces difficulties in meeting the expectations of its users, especially in reliability, 
responsiveness and assurance dimensions. The academic staff is more dissatisfied 
when compared to the students and the users of Engineering Faculty are more 
dissatisfied when compared to users of Business Administration Faculty.
The major reasons for gap 5 are obtained by measuring gap 1 through gap 4. 
Although having shortfalls in all gaps, the most serious one is gap 2, which is the 
discrepancy between managers' perceptions of users' expectations and the actual 
specifications they establish for service delivery. The scores for the antecedents of 
the four gaps are also calculated. The results point out the major problems to be the 
lack of 'Marketing Research' orientation, management's commitment to service 
quality, goal setting, supervisory control systems, perceived control and horizontal 
communications.
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SERVQUAL results indicate that users of Bilkent University Computer Center 
are not receiving the level of service they expect. When we consider that the service 
level of BCC affects the overall service level provided by Bilkent University, it is 
natural to expect that Bilkent University will start losing the differential advantage 
coming from better computer services, unless immediate quality oriented measures 
are taken by the management.
The improvement methods suggested, can be summarized as top management's 
committing itself to quality and expressing its commitment to lower level employees, 
using the complaints for making strategic decisions, engaging in comprehensive user- 
expectation studies, setting goals in line with the expectations of the users, providing 
efficient and effective types of communication between management and employees, 
improving work processes to provide task standardization, being open to innovation 
and better ways of doing business, motivating the employees through training, 
recognition and compensation, setting up a performance measurement system 
sensitive to high performance, empowering employees, giving the employees 
feedback on their performance and giving training on technical aspects related to their 
subjects and in communication skills.
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FACULTIES AND SCHOOLS OF BILKENT UNIVERSITY 
Faculty of Design, Art and Architecture 
Faculty of Engineering 
Faculty of Business Administration
Faculty of Economics, Administrative and Social Sciences
Faculty of Humanities and Letters
Faculty of Music and Performing Arts
Faculty of Science
School of Applied Languages
School of English Language
School of Tourism and Hotel Management
Vocational School of Computer Programming and Office Management 
Vocational School of Tourism and Hotel Services
APPENDIX A
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SOME APPLICATIONS DEVELOPED BY BCC 
Payroll System 
Personnel System
English Language School- Student Follow up System 
Databases in the offices and in the dormitories 
Budget Follow up System
Ticket Reservation and Sales System for Bilkent Concert Hall
Purchasing System









Bilgisayar merkezlerinin verdiği hizmetlerden faydalanan bir kullanıcı olarak 
tecrübelerinize dayanarak, lütfen mükemmel derecede hizmet veren bir bilgisayar 
merkezi ve bu merkezin aşağıdaki özellikleri ne derecede taşıması gerektiğini düşününüz. 
Eğer belirtilen özelliğin mükemmel bilgisayar merkezleri için " gerçekten gereksiz" 
olduğunu düşünüyorsanız, 1 numarayı yuvarlak içine alınız. Eğer belirtilen özelliğin 
"gerçekten çok gerekli" olduğunu düşünüyorsanız, 7 numarayı yuvarlak içine alınız. Bu 
testte doğru veya yanlış cevap yoktur. Bizim ilgilendiğimiz, sadece sizin mükemmel 






1. Mükemmel bilgisayar merkezleri modem bir donanıma sahiptir.
2. Mükemmel bilgisayar merkezlerinin laboratuvarları ve ofisleri göze hoş görünür.
1 6
3. Mükemmel bilgisayar merkezlerinin çalışanları temiz ve düzgün görünüşlüdür. 
1 2 3 4 5 6 7
4. Mükemmel bilgisayar merkezlerinde hizmet verirken kullanılan duyumlar, kullanım 
kılavuzları ve yardım kitapçıkları kolay okunur ve göze hoş görünür.
1 2 3 4 5 6 7
5. Mükemmel bilgisayar merkezleri bir şeyi belirli bir zamanda yapmak için söz verince 
yerine getirirler.
1 2 3 4 5 6 7
6. Kullanıcının bir problemi olduğu zaman mükemmel bilgisayar merkezleri somnu 
çözmek için samimi ilgi gösterirler.
1 2 3 4 5 6 7
7. Mükemmel bilgisayar merkezleri hizmetlerini bir kerede ve doğm olarak yerine 
getirirler.
1 2 3 4 5 6 7
8. Mükemmel bilgisayar merkezleri hizmetlerini daha öneeden söyledikleri zamanda 
verirler.
1
9. Mükemmel bilgisayar merkezleri kayıtların hatasız tutulmasında çok titizdirler.
10. Mükemmel bilgisayar merkezlerinin çalışanları, hizmetlerin tam olarak ne zaman 
verileeeğini kullameıya söylerler.
1 2 3 4 5 6 7
11. Mükemmel bilgisayar merkezlerinin çalışanları dakik hizmet verirler.
4
12. Mükemmel bilgisayar merkezlerinde çalışanlar her zaman kullameıya yardım etmeye 
istekli ve gönüllüdürler.
1 2 3 4 5 6 7
13. Mükemmel bilgisayar merkezlerinin çalışanları, hiçbir zaman kullanıcının isteklerine 
cevap vermeyecek kadar meşgul değildirler.
14. Mükemmel bilgisayar merkezlerinde çalışanların davranışları kullanıcılarda güven 
duygusu uyandırır.
1 2 3 4 5 6 7
15. Mükemmel bilgisayar merkezlerinde, kullanıcılar bilgisayar merkeziyle ilişkilerinde 
kendilerini güvende hissederler.
1 7
16. Mükemmel bilgisayar merkezlerinin çalışanları devamlı olarak kullanıcıya karşı 
saygılıdırlar.
1 2 3 4 5 6 7
17. Mükemmel bilgisayar merkezlerinde çalışanlar kulİanıcınm sorularına cevap verecek 
bilgiye sahiptirler.
1 7
18. Mükemmel bilgisayar merkezleri her kullanıcıyla tek tek ilgilenirler.
19. Mükemmel bilgisayar merkezlerinin çalışma saatleri bütün kullanıcılara uygun olacak 
şekildedir.
1 2 3 4 5 6 7
20. Mükemmel bilgisayar merkezleri her kullanıcıyla kişisel olarak ilgilenecek çalışanlara 
sahiptir.
1 2 3 4 5 6 7
21. Mükemmel bilgisayar merkezleri kullanıcıların menfaatlerini herşeyin üstünde 
tutarlar.
1 2 3 4 5 6 7
22. Mükemmel bilgisayar merkezlerinin çalışanları kullanıcının özel isteklerini anlarlar. 
1 2 3 4 5 6 7
Aşağıdaki 5 maddenin belirttiği özellikler, bilgisayar merkezleri ve verdikleri hizmetlerle 
ilgilidir. Bizim öğrenmek istediğimiz, bu özelliklerin bir bilgisayar merkezinin kalitesini 
değerlendirirken sizin için ne kadar önemli olduğudur. Lütfen toplam 100 puanı bu 5 
özellik arasında paylaştırınız. Eğer özellik sizin için diğerlerinden daha önemliyse daha 
çok puan veriniz. Lütfen bütün özelliklere verdiğiniz puanların toplamının 100 olmasına 
dikkat ediniz.
1. Bilgisayar laboratuvarlarmm ve ofislerin, donanımının
ve iletişim malzemelerinin, personelin görünüşü. ____________
2. Bilgisayar merkezinin vaat edilen hizmeti 
güvenilir ve kusursuz bir şekilde yapabilme becerisi.
3. Bilgisayar merkezinin kullanıcılara yardım etmek 
ve çabuk hizmet vermek konusundaki istekliliği ve 
gönüllülüğü
4. Bilgisayar merkezi çalışanlarının bilgisi, saygılı olması ve 
kullanıcılarda güven duygusu uyandırma becerileri
5. Bilgisayar merkezinin kullanıcılara kişisel 
ilgi göstermesi ve duyarlılığı
Toplam 100 puan
Yukarıdaki 5 özellikten hangisi sizin için en önemli? 
Hangisi ikinci olarak önemli?
En önemsizi hangisi?
BİLKENT BİLGİSAYAR MERKEZİ
Aşağıdaki önermeler sizin Bilkent Bilgisayar Merkezi üzerindeki düşüncelerinizle 
ilgilidir. Lütfen Bilkent Bilgisayar merkezinin bu önermelerde tanımlanan özellikleri 
taşıdığına ne derecede katıldığınızı belirtiniz. 1 numarayı işaretlemek Bilkent Bilgisayar 
Merkezinin bu özelliği taşıdığına "hiç katılmıyomm" demektir, 7 numarayı işaretlemek 
ise "tamamen katılıyorum " demektir. 1 ve 7'nin arasındaki her numarayı düşüncelerinizin 
kuvvetiyle orantılı olarak işaretleyebilirsiniz. Bu testte doğru veya yanlış cevap yoktur. 
Bizim ilgilendiğimiz, sadece sizin Bilkent Bilgisayar Merkezi hakkmdaki düşüncelerinizi 
yansıtan numaralardır.
1. Bilkent bilgisayar merkezi modem bir donanıma sahiptir.
1 2 3 4 5 6 7
2. Bilkent bilgisayar merkezinin laboratuvarları ve ofisleri göze hoş görünür.
1 2 3 4 5 6 7
3. Bilkent bilgisayar merkezinin çalışanları temiz ve düzgün görünüşlüdür.
1 2 3 4 5 6 7
4. Bilkent bilgisayar merkezinde hizmet verirken kullanılan duyumlar, kullanım 
kılavuzları ve yardım kitapçıkları kolay okunur ve göze hoş görünür.
1 2 3 4 5 6 7
5. Bilkent bilgisayar merkezi bir şeyi belirli bir zamanda yapmak için söz verince yerine 
getirir.
1 2 3 4 5 6 7
6. Kullanıcının bir problemi olduğu zaman Bilkent bilgisayar merkezi somnu çözmek 
için samimi ilgi gösterir.
1 2 3 4 5 6 7
7. Bilkent bilgisayar merkezi, hizmetlerini bir kerede ve doğm olarak yerine getirir.
1 2 3 4 5 6 7
8. Bilkent bilgisayar merkezi, hizmetlerini daha önceden söylediği zamanda verir.
1 2 3 4 5 6 7
9. Bilkent bilgisayar merkezi kayıtların hatasız tutulmasında çok titizdir. 
1 2 3 4 5 6 7
10. Bilkent bilgisayar merkezinin çalışanları, hizmetlerin tam olarak ne zaman 
verileceğini kullanıcıya söylerler.
1 7 ·
11 .Bilkent bilgisayar merkezinin çalışanları dakik hizmet verirler. 
1 2 3 4 5 6 7
12. Bilkent bilgisayar merkezinde çalışanlar her zaman kullanıcıya yardım etmeye istekli 
ve gönüllüdürler.
1 7
13. Bilkent bilgisayar merkezinin çalışanları, hiçbir zaman kullanıcının isteklerine cevap 
vermeyecek kadar meşgul değildirler.
1 2 3 4 5 6 7
14. Bilkent bilgisayar merkezinde çalışanların davranışları kullanıcılarda güven duygusu 
uyandırır.
1 2 3 4 5 6 7
15. Bilkent bilgisayar merkezinde, kullanıcılar bilgisayar merkeziyle ilişkilerinde 
kendilerini güvende hissederler.
1 2 3 4 5 6 7
16. Bilkent bilgisayar merkezi çalışanları devamlı olarak kullanıcıya karşı saygılıdırlar. 
1 2 3 4 5 6 7
17. Bilkent bilgisayar merkezinde çalışanlar kullanıemm sorularına cevap verecek bilgiye 
sahiptirler.
1 2 3 4 5 6 7
18. Bilkent bilgisayar merkezi her kullanıcıyla tek tek ilgilenir.
19. Bilkent bilgisayar merkezinin çalışma saatleri bütün kullanıcılara uygun olacak 
şekildedir.
1 2 3 4 5 6 7
20. Bilkent bilgisayar merkezi her kullanıcıyla kişisel olarak ilgilenecek çalışanlara 
sahiptir.
1 2 3 4 5 6 7
21. Bilkent bilgisayar merkezi kullanıcının menfaatlerini herşeyin üstünde tutar. 
1 2 3 4 5 6 7
22. Bilkent bilgisayar merkezinin çalışanları kullanıcının özel isteklerini anlarlar. 




BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
Bu ankete katıldığınız için çok teşekkür ederiz!
APPENDIX D
QUESTIONNAIRE FOR BCC EMPLOYEES
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ANKET: BÖLÜM 1
Anketimizin bu bölümü kullanıcılarınızın mükemmel hizmet veren bir bilgisayar merkezi 
ile ilgili nasıl hissettiğini düşündüğünüzü yansıtmaktadır. Lütfen kullanıcılarınızın 
(öğrenciler ve öğretim üyelerinin), mükemmel bir bilgisayar merkezinin söylenen 
özelliğe ne ölçüde sahip olması gerektiğini düşündüğünü belirtiniz. Eğer kullanıcılarınız 
bir özelliğin mükemmel bilgisayar merkezlerinde olmasına hiç gerek görmüyorlarsa, 1 
numarayı yuvarlak içine alınız. Eğer kullanıcılarınız bir özelliğin kesinlikle gerekli 
oldu unu düşünüyorlarsa, 7 numarayı yuvarlak içine alınız. Eğer kullanıcılarınızın 
duyguları daha az şiddetli ise, arada bir sayıyı işaretleyiniz. Bu testte doğru veya yanlış 
cevap yoktur. Bizim ilgilendiğimiz, kullanıcılarınızın mükemmel hizmet veren bilgisayar 





1. Mükemmel bilgisayar merkezleri modem bir donanıma sahiptir.
1 2 3 4 5 6 7
2. Mükemmel bilgisayar merkezlerinin laboratuvarları ve ofisleri göze hoş görünür.
1 2 3 4 5 6 7
3. Mükemmel bilgisayar merkezlerinin çalışanları temiz ve düzgün görünüşlüdür.
4. Mükemmel bilgisayar merkezlerinde hizmet verirken kullanılan duyumlar, kullanım 
kılavuzları ve yardım kitapçıkları kolay okunur ve göze hoş görünür.
1 2 3 4 5 6 7
5. Mükemmel bilgisayar merkezleri bir şeyi belirli bir zamanda yapmak için söz verince 
yerine getirirler.
1 2 3 4 5 6 7
6. Kullanıcının bir problemi olduğu zaman mükemmel bilgisayar merkezleri somnu 
çözmek için samimi ilgi gösterirler.
1 2 3 4 5 6 7
7. Mükemmel bilgisayar merkezleri hizmetlerini bir kerede ve doğm olarak yerine 
getirirler.
1 2 3 4 5 6 7
8. Mükemmel bilgisayar merkezleri hizmetlerini daha önceden söyledikleri zamanda 
verirler.
1
9. Mükemmel bilgisayar merkezleri kayıtların hatasız tutulmasında çok titizdirler.
10. Mükemmel bilgisayar merkezlerinin çalışanları, hizmetlerin tam olarak ne zaman 
verileceğini kullanıcıya söylerler.
1 2 3 4 5 6 7
11. Mükemmel bilgisayar merkezlerinin çalışanları dakik hizmet verirler. 
1 2 3 4 5 6 7
12. Mükemmel bilgisayar merkezlerinde çalışanlar her zaman kullanıcıya yardım etmeye 
istekli ve gönüllüdürler.
1 2 3 4 5 6 7
13. Mükemmel bilgisayar merkezlerinin çalışanları, hiçbir zaman kullanıcının isteklerine 
cevap vermeyecek kadar meşgul değildirler.
14. Mükemmel bilgisayar merkezlerinde çalışanların davranışları kullanıcılarda güven 
duygusu uyandırır.
1 2 3 4 5 6 7
15. Mükemmel bilgisayar merkezlerinde, kullanıcılar bilgisayar merkeziyle ilişkilerinde 
kendilerini güvende hissederler.
16. Mükemmel bilgisayar merkezlerinin çalışanları devamlı olarak kullameıya karşı 
saygılıdırlar.
1 2 3 4 5 6 7
17. Mükemmel bilgisayar merkezlerinde çalışanlar kullanıeımn sorularına cevap verecek 
bilgiye sahiptirler.
1 2 3 4 5 6 7
18. Mükemmel bilgisayar merkezleri her kullanıcıyla tek tek ilgilenirler.
19. Mükemmel bilgisayar merkezlerinin çalışma saatleri bütün kullanıcılara uygun olacak 
şekildedir.
1 2 3 4 5 6 7
20. Mükemmel bilgisayar merkezleri her kullanıcıyla kişisel olarak ilgilenecek çalışanlara 
sahiptir.
1 2 3 4 5 6 7
21. Mükemmel bilgisayar merkezleri kullanıcıların menfaatlerini herşeyin üstünde 
tutarlar.
1 2 3 4 5 6 7
22. Mükemmel bilgisayar merkezlerinin çalışanları kullanıcının özel isteklerini anlarlar. 
1 2 3 4 5 6 7
ANKET: BÖLÜM 2
Aşağıdaki 5 maddenin belirttiği özellikler, bilgisayar merkezleri ve verdikleri hizmetlerle 
ilgilidir. Bizim öğrenmek istediğimiz, bu özelliklerin bir bilgisayar merkezinin kalitesini 
değerlendirirken kullanıcılarınız için ne kadar önemli olduğudur. Lütfen toplam 100 
puanı bu 5 özellik arasında paylaştırınız. Eğer özellik kullanıcılarınız için diğerlerinden 
daha önemliyse daha çok puan veriniz. Lütfen bütün özelliklere verdiğiniz puanların 
toplamının 100 olmasına dikkat ediniz.
1. Bilgisayar laboratuvarlarınm ve ofislerin, donanımının
ve iletişim malzemelerinin, personelin görünüşü. ____________
2. Bilgisayar merkezinin vaat edilen hizmeti 
güvenilir ve kusursuz bir şekilde yapabilme becerisi.
3. Bilgisayar merkezinin kullanıcılara yardım etmek 
ve çabuk hizmet vermek konusundaki istekliliği ve 
gönüllülüğü
4. Bilgisayar merkezi çalışanlarının bilgisi, saygılı olması ve 
kullanıcılarda güven duygusu uyandırma becerileri
5. Bilgisayar merkezinin kullanıcılara kişisel 
ilgi göstermesi ve duyarlılığı
Toplam
Yukarıdaki 5 özellikten hangisi kullanıcılarınız için en önemlP. 
Hangisi ikinci olarak, önemli?
En önemi/z/'hangisi?
100 puan
Bir bilgisayar merkezindeki performans ölçüleri yazılı, açık ve çalışanlara iletilecek 
şekilde düzenlenmiş olabilir. Bu ölçüler aynı zamanda gayrıresmi (sözlü, kapalı veya 
çalışanların zaten bildiği kabul ediliyor) de olabilir. Lütfen aşağıdaki her bir özelliğin 
Bilkent Bilgisayar Merkezinde hangi oranda belirli (resmi) olduğunu yuvarlak içine alın. 
Eğer o konuda herhangi bir ölçü yoksa, lütfen en sağdaki kutuyu işaretleyiniz.
Resmi Resmi Herhangi bir
olmayan ölçü ölçü(standart)
ölçü (standart) (standart) yok
1. Bilgisayar 
laboratuvarlarmm 
ve ofislerin, donanımının 
ve iletişim malzemelerinin, 
personelin görünüşü.
O
2. Bilgisayar merkezinin 
vaat edilen hizmeti 
güvenilir ve kusursuz hir 
şekilde yapabilme becerisi.
4 O
3. Bilgisayar merkezinin 
kullanıcılara yardım etmek 
ve çabuk hizmet vermek 








4. Bilgisayar merkezi 
çalışanlarının bilgisi, 








Aşağıda aynı 5 özellik tekrar sıralanmıştır. Çalışanlar ve birimler, zaman zaman 
belirlenmiş olan standartları yakalamakta güçlük çekerler. Lütfen her bir özellik için 
Bilkent Bilgisayar Merkezinin ve çalışanlarının hangi derecede bu performans 
standartlarını gerçekleştirdiğini yuvarlak içine alın. Bu testte doğru veya yanlış cevap 












ofislerin, donanımının ve 
iletişim malzemelerinin 
personelin görünüşü. O
2. Bilgisayar merkezinin 
vaat edilen hizmeti 
güvenilir ve kusursuz bir 
şekilde yapabilme becerisi. 1 O
3. Bilgisayar merkezinin 
kullanıcılara yardım etmek 
ve çabuk hizmet vermek 











4. Bilgisayar merkezi 
çalışanlarının bilgisi, 








Bazı organizasyonlarda hizmet kalitesi konusunda verilen vaatleri yerine getirmek her 
zaman mümkün olmayabilir. Bilmek istediğimiz, aşağıdaki her özellik için Bilkent 
Bilgisayar Merkezinin kullanıcılara verdiği vaatleri ne ölçüde yerine getirebildiğini 
düşündüğünüzü öğrenmek. Lütfen düşüncenizi en iyi anlatan numarayı yuvarlak içine 
alınız.
Söz verilen vaatler tutarlı 
olarak yerine getirilmiyor





ve iletişim malzemelerinin, 
personelin görünüşü.
2. Bilgisayar merkezinin 
vaat edilen hizmeti 
güvenilir ve kusursuz 
bir şekilde yapabilme 
becerisi.
3. Bilgisayar merkezinin 
kullanıcılara yardım etmek 
ve çabuk hizmet vermek 
konusundaki istekliliği ve 
gönüllülüğü
Söz verilen vaatler tutarlı 
olarak yerine getirilmiyor
Söz verilen vaatler tutarlı 
olarak yerine getiriliyor
4. Bilgisayar merkezi 
çalışanlarının bilgisi, saygılı 
olması ve kullanıcılarda 




ilgi göstermesi ve duyarlılığı I
Aşağıda Bilkent Bilgisayar Merkezi ve bu merkezin işlemleri ile ilgili düşüncelerinizi 
ölçmeye yarayan birtakım cümleler yer almaktadır. Lütfen her cümleye ne ölçüde katılıp 
katılmadığınızı l'den 7'ye kadar olan numaraları yuvarlak içine alarak belirtiniz. Eğer 
önermeye hiç katılmıyorsanız, l'i yuvarlak içine alınız. Eğer tamamen katılıyorsanız, 7'yi 
yuvarlak içine alınız. Bu testte doğru veya yanlış cevap yoktur. Lütfen samimi olarak 
neler hissettiğinizi belirtiniz.
katılmıyorum katılıyorum
1 .Kullanıcılarımız hakkında düzenli olarak bilgi toplarız.
1 2 3 4 5 6 7
2. Kullanıcılarımız hakkında toplanan araştırma bilgilerini nadiren kullanırız.
1 2 3 4 5 6 7
3. Kullanıcılarımızın servis-kalitesi beklentileri hakkında düzenli olarak bilgi toplarız.
1 2 3 4 5 6 7
4. Merkezimizdeki yöneticiler kullanıcıyla nadiren ilişkiye geçerler.
1 2 3 4 5 6 7
5. Merkezimizdeki kullanıcı ilişkileriyle ilgilenen personel, yönetimle yakın bir iletişim 
içindedir.
1 2 3 4 5 6 7
6. Merkezimizdeki yöneticiler, kullanıcı ilişkileriyle ilgilenen personelden kullanıcı 
hizmeti konusunda nadiren özveri beklerler.
1 2 3 4 5 6 7
Hiç Tamamen
7. Merkezimizdeki yöneticiler, personelle sürekli yüz yüze ilişki halindedir. 
1 2 3 4 5 6 7
8. Merkezimizdeki personelle üst yönetim arasındaki iletişimin başlıca şekli yazışmalar 
yoluyladır.
1 2 3 4 5 6 7
9. Merkezimizde üst yönetimle müşteri ilişkileriyle ilgilenen personel arasında çok fazla 
kademe vardır.
1 2 3 4 5 6 7
10. Merkezimiz hizmet kalitesinin sağlanması için gerekli olan kaynakları ayırmaz.
1 2 3 4 5 6 7
11. Kullanıcıya verilen hizmet kalitesinin sağlanması için merkezimizin dahili 
programları vardır.
1 2 3 4 5 6 7
12. Merkezimizde servis kalitesini iyileştiren yöneticilerin ödüllendirilme olasılığı 
diğerlerine göre daha fazladır.
1 2 3 4 5 6 7
13. Merkezimiz, çalışanların hizmet kalitesi hedeflerini belirlemek için belirli bir 
yönteme sahiptir.
1 2 3 4 5 6 7
14. Merkezimizde belirli hizmet kalitesi hedefleri belirlemeye çalışırız.
1 2 3 4 5 6 7
15. Merkezimiz kullanıcılara hizmet ederken tutarlılığı sağlamak için otomasyonu etkili 
bir biçimde kullanır.
1 2 3 4 5 6 7
16. Tutarlı hizmet sağlamaya yönelik yöntemlerin geliştirilmesi için merkezimizde çeşitli 
programlar uygulanmaktadır.
1 2 3 4 5 6 7
17. Merkezimiz kullanıcıların ihtiyaçlarını karşılayacak beceriye sahiptir.
1 2 3 4 5 6 7
18. Kullanıcılara gerçekten istedikleri seviyede hizmet verecek olsak, bütçemizi aşarız.
1 2 3 4 5 6 7
19. Merkezimiz, kullanıcıların istediği hizmet seviyesini karşılayabilecek altyapıya 
sahiptir.
1 2 3 4 5 6 7
Bir sonraki sayfada Bilkent Bilgisayar Merkezi ve bu merkezin işlemleri ile ilgili 
düşüncelerinizi ölçmeye yarayan birtakım cümleler yer almaktadır. Lütfen her cümleye 
ne ölçüde katılıp katılmadığınızı l'den 7'ye kadar olan numaraları yuvarlak içine alarak 
belirtiniz. Eğer önermeye hiç katılmıyorsanız, l'i yuvarlak içine alınız. Eğer tamamen 
katılıyorsanız, 7'yi yuvarlak içine alınız. Bu testte doğru veya yanlış cevap yoktur. Lütfen 
samimi olarak neler hissettiğinizi belirtiniz.
katılmıyorum katılıyorum
1. Bilkent Bilgisayar Merkezinde, bir takımın üyesi olduğumu hissediyorum.
1 2 3 4 5 6 7
2. Merkezdeki herkes, kullanıcılara hizmet verirken takım çalışmasına katkıda bulunur.
1 2 3 4 5 6 7
3. Kendimi, iş arkadaşlarımın işlerini yapmaları için yardımcı olmakla sorumlu 
hissediyorum.
1 2 3 4 5 6 7
4. İş arkadaşlarım ve ben birbirimizle yarışmaktan çok işbirliği içindeyizdir.
1 2 3 4 5 6 7
5. Kendimi bu merkezin önemli bir elemanı olarak hissediyorum.
1 2 3 4 5 6 7
6. İşimi iyi yapabildiğim için kendimi rahat hissediyorum.
1 2 3 4 5 6 7
Hiç Tamamen
7. Bilkent Bilgisayar Merkezi, işleri konusunda vasıflı olan elemanlan işe alır. 
1 2 3 4 5 6 7
8. Merkez, işimi iyi yapmam için gerekli olan araç ve gereçleri temin eder. 
1 2 3 4 5 6 7
9. İşimde, çok az kontrolüm olan konulardaki problemleri çözmek için çok fazla vakit 
harcıyorum.
1 2 3 4 5 6 7
10. işimde, kullanıcıların ihtiyaçlarını karşılama konusunda özgürlüğe sahibim.
1 2 3 4 5 6 7
11. İşimde, bazen, çok fazla kullanıcının aynı anda hizmet beklemesi sebebiyle kontrolün 
bende olmadığını hissediyorum.
1 2 3 4 5 6 7
12. İşimle ilgili rahatsızlıklarımdan biri, kullanıcılara hizmet verirken diğer çalışanlara 
bağlı olmam.
1 2 3 4 5 6 7
13. Müdürümün performansımı değerlendirmesi, kullanıcılarla olan ilişkilerimin iyiliğini 
de kapsar.
1 2 3 4 5 6 7
14. Bilkent Bilgisayar Merkezinde, kullanıcılara daha iyi hizmet vermek için gösterilen 
çaba, daha fazla ücrete veya takdire sebep olmaz.
1 2 3 4 5 6 7
15. Bilkent Bilgisayar Merkezinde, kullanıcılara daha iyi hizmet vermek için elinden 
geleni yapan personelin ödüllendirilme olasılığı diğerlerine göre daha fazladır.
1 2 3 4 5 6 7
16. İşimde çok fazla yazı işi olması, kullanıcılara iyi hizmet vermemi zorlaştırıyor.
1 2 3 4 5 6 7
17. Kullanıcıların yapmamı istedikleri ile yönetimin yapmamı istedikleri genelde aynı 
şeylerdir.
1 2 3 4 5 6 7
18. Yönetim ve ben, işimin nasıl yapılması gerektiği konusunda aynı düşünüyoruz.
1 2 3 4 5 6 7
19. İşimi nasıl yapmam gerektiği konusunda yönetimden gerekli miktarda bilgi alıyorum.
1 2 3 4 5 6 7
20. Sık sık, merkezin verdiği hizmetleri anlamadığım hissine kapılıyorum.
1 2 3 4 5 6 7
21. Merkezde, işimi etkileyen değişiklikleri takip edebiliyorum. 
1 2 3 4 5 6 7
22. Kullanıclarla etkili bir şekilde iletişim kurma konusunda merkez tarafından iyi 
eğitilmediğimi düşünüyorum.
1 2 3 4 5 6 7
23. Müdürümün, performansımı değerlendirirken işimin hangi yönleri üzerinde 
durduğundan emin değilim.
1 2 3 4 5 6 7
24. Duyuruları, broşürleri hazırlayan insanlar, verilen sözlerin gerçekçiliği konusunda 
benim gibi çalışanlara danışırlar.
1 2 3 4 5 6 7
25. Genelde, merkezin duyurularda, haberlerde verdiği sözlerden daha önce haberdar 
değilimdir.
1 2 3 4 5 6 7
26. Merkezin hizmet kalitesi konusundaki politikası, tüm bölümleri içinde tutarlıdır. 
1 2 3 4 5 6 7
Bölümünüz:
Kaç yıldır BCC'de çalışıyorsunuz:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz/ önerileriniz:
Bu ankete katıldığınız için çok teşekkür ederiz!
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BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz/ önerileriniz:
.. .... - -¿3 iX...hîU,ı ^rıâJ^L·^ ........'^ ^^ .c.iZz.,
. -. ss3ic/lle. K.uua... S/Iz Îl^ L·............................... :.......................
—— · xr· .’jrr--у · ·«ît.vh4-¥i .Til
Bu ankete katıldığınız için cok'teşekkür ederiz!
Bölümünüz:
Kaç yıldır BCC*de çalışıyorsunuz: //j I 1 *
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz/ önerileriniz:
.D α.b?э^,....k íЭ & d2.iЬL .... .....................................................................................
..ьуи..Ь .кГ..... ^ .c s . .b ^ ^ .... ..................................................................................
; r^îP.-i - --------------------------------
' (i Ч,' ....................................7 ................................
. i . i İ V.".. .'îî .· ГГГГ; i~'
-Trr.-r::zr.
ЯГ-ГТГТГГИГГ7:: :^ !~==rf~ ^  :-:^ л^!Лй=
r; v-i! · : :■ v.v •:·:.·!·· г ::.· · · r гд-.
;. Л·.·: r.. :_:.






Bilkent'te kaçıncı yılınız: ^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
................................................................ ™fnVTS.... .5Г.^ .1/.^ 5гК\.
U r  Й 1  сла^^  С. O r J  ■ ^
.· ЙЛ f t ·.· .·. İ-f.P 2.· •.•-t.· r**i^ -r.· r »■ ♦- ?-· r · ?........................ . . »■« « «»_«« « « T » r» ■ »,» «■»_?■» «-* ·_» » »
¿ ¿  i  ; V i V . i ; . .  i . - i w TTi·.'* s 11 - i i .
Bu ankete katıldığınız için cok teşekkür ederiz!
- ^ 1
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.............. .................................................................... iчıl....<^ 'α^ ¿JLcг·?....on^ й....kO.L··^ ....
. tkr...
.. ЛС Sil c.f:  ^ .iSrac... cÜInHtillc .^
Fakülteniz: îΓ^ük<ı/-c''^ ■^-'^ :-
Bölümünüz: C-b
Bilkent'te kaçıncı yılınız: 3
ı·. “'«· ·.«*-. csR-k*·
. .CİAria...Uo.'.... :каЬЖП^-ЬЛйШ^ 
sJ ^
...Уг.Шлк Lk !?Iq: ......d?HcûÛ^ .t  s /?7.
Л^>ГщЖЬЛЛЖ»»Ж»Л^А·» ^лЛ.ЛМИвЛМ.%Л0Ж.%ГЛГ.· · UC*vx*tMULKS.1




BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz/önerileriniz:
...L
Bu ankete katıldığınız için cok teşekkür ederiz!
iBCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
......
.^ Ух1га£./.а9/(А.^ АА:..... ..........................................................................%:..:.c/^ .rc;.n^ /cr,
Fakülteniz: L
Bölümünüz: \Jc. ^/i^^rnfC^flL·. A( ы fj(>^
Bilkent'te kaçıncı yılınız: ■
'£U..
-;rr·-«.____ _
*:îiv : * r T’..’.r ·.·. ·: · ·.·.· · ·..· · r ·.·_··.·.· *
Bu ankete katıldığınız için cok teşekkür ederimi
Bölümünüz: i^bı'ocD^o.'" V<5 S-rı^ rmaLil^
v-û
Bilkent'te kaçıncı yılınız: ^
F a k ü l t e n i z r M i j h c ^ n c i i ' ^ İ »  t -  lc.tı I ■ J ö o i
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz/önerileriniz:
O y
. .^ .-A-h?./(v.osx^ .^......................... .. ■„ ^  -
..o
Bu ankete katıldığınız için cok teşekkür e d e r i z !
I с  U l ' /rJL  
Bölümünüz: '
Bilkent'te kaçıncı yılınız: ^





, .'I': j t i . . s ·
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz: ı?LÇTm6 
Bilkent'te kaçıncı }/ılınız: J
Fakülteniz: i > UÇ  ^ ·
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.................................................... .....................................................................
..............................................................................................................
Bu ankete katıldığınız için cok teşekkür ederiz!
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:




Bilkent'te kaçıncı yılınız: ^
.... ıbL:....../xsi..tz.... ................... ..........................
.......ЛЦ.....СХ................................................................
М ел.·— (2 j i — Y^İ7~\4^  " ------------ ------------------- ■:---------------------■ »V» »»«««■» ~*У*Г*Л*"*7*" ******* - - - « »Vfc vVaV· mm»»p M· 4 ·  ·  »v a-· ·«■»*··»»· a««······.» ·,·,·.· ·,··> !· · .KJTP КГ.·"· » · · fc· » · · · >~···*^ **-*
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz:
Bilkent'te kaçıncı yılınız: Cj-
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
....1 h-i r. ?. 1......ka (0(V?.! O. .4c___.SO.lcriSÎÎ. »
Fakülteniz:
. '1..
.:..^ vVr. M l i. .'1 ................ . • ·■··♦»
— L— :---- :
.. ·.·_·.·.· ·.· ·-· ·.·.· r · ·..· r
Bu ankete katıldığınız için çok teşekkür ederiz!
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
..Î)aco.o.u'x\.......küa.uihü.ıJi'....... .с.1.сУ.1..................................
---- j^(i^:iQ.=„;;Cİef:.'iv;;İCd'n—
Fakülteniz: С)г\ог> c). 15 i \ 
Bölümünüz: }"D c)u5  k i  C c )  İS j  )
Bilkent'te kaçıncı yılınız: ^
>···■···« » trr.fTT.
Bu ankete katıldığınız için çok teşekkür ederiz!
Fakülteniz: .^^ лсЬС: с1^ъ 1\ ^
.........  I  ^
Bölümünüz: ^
Bilkent'te kaçıncı yılınız: *7“




........ . ·  ·· * ·· -♦ .* ·—»»·. ^ f··
......... .................................................
- ' .................................................................................................................. . __. .
. . - .......■ .. ..
Bu ankete katıldığınız için çok teşekkür ederiz!
Bölümünüz: Ç _^
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.cXs^ .r.;.c:_1.· C
. \4, · ·-·-^  · ■ ¿•'^  ·" — .. ■ОЛ.-г:..'ГЛ.:.у.· 1>.. l..
.......................
Fakülteniz: гчУ,Д'0\С
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz: ■ д .I г о .
Bilkent'te kaçıncı yılınız: Lj
в е с  nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz;
..... .....................................tÎi,:JJiU.\,'.iLJ.!jCZ.iX...... .......................................
Fakülteniz; Й  и 1ЧчС(Го (  ^k
■'J
,»,».«· Ч ♦·.» r  r .·. .· s АГЛ •J.Z2.Z.
.·■ * · a >.··>A »«.···.«·«■* « Л..*J
Bu ankete kяt1ldığınız için cok teşekkür ederiz!
Bölümünüz: Ые[чЫк-Е/е[4голл1. Moh.
Bilkent'te kaçıncı yılınız: 1+
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.... .СЬакд... CbckjT. iû û.. ıTûîr>a>a, .с,ег^ ке,о.. ...Vıt nem'ı.. u-' AciC
'* ■> ' 'J
.... •СЛи0’Хиел.о...^1Сг.и1гЬс.^о.а...к£1)).С1...и .^<^ао1.с.с...С,6ъит(0г...ы1латс’-^1........;.....
..... •(^2j:eİT:l^o..b4....hİi;.b..':..%ĞLlös.....'k.^.aactO:iiç^C..Crosg.İn..M.(^^Î^^
..... αb^QJ.'^Jd,í...&4зC1o....i¿cl^s;...α'й¿....dOJΛ .^............. a!ı^/:ti[cjcr,..[a.b2r.oet'jLo..- sJ vl





Bu ankete katıldığınız için çok teşekkür ederiz!
Fakülteniz: / ^   ^ ^
Bölümünüz: ^  ^  |
Bilkent'te kaçıncı yılınız:
.. .. . ,
Bu ankete katıldığınız için çok teşekkür ederiz!
Bölüraünüz:
Bilkent'te kaçıncı yılınız: Ч
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.............. ........................................ i ct"r*vj·/c/*,
Gecck/* ıu:-k/‘^ ct. o^/ciin\a .
/. jl'll':' krrİ^ İT.” ГГГ.7:"!?.'Г^ — ;'ГТ' l*'-лтг İCT'-^·/---- -—
Fakülteniz: oiuiuır.
U·^  ·.·.· »t·· ··* .·· ··<··*< i.· i............. i i ,
•;ггт:77*л·::.^
Bu ankete katıldığınız için çok teşekkür ederiz!
Bilkent'te kaçıncı yılınız; jLj
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz; 
....... .Vi’.i.îC.Virf......... ^^  Cfi?'“ ^
Fakülteniz; /¡/I/i ^
Bölümünüz: ^  S"
.... S.^ -.J.İ..........CpJ.. .......L·:.!. .........h.d'..''.î(.....'^ <?.
..........¿./.(31 !^  ^ ....u^ ........... ................................................. л!<7.;./Я.....>с:{суЛ^
..........S .\.i: i........... Д í^.. „ . -sriff. r\ <f. i ¡^.............................................................................................
.........J>^. .Z; U. ¡¡İ^.^.ÇŞ.C:.^ ......... ¿~.ü. 4:'^ ...... .e //? . ??/. .Ç/. .{^ ..C........... i;
'Д О -....Ç.J.Í.fгf.л.L·c.L^f..:.........L·íя..^ .¿...... ................................. ........................... .......
Bu ankete katıldığınız için çok teşekkür ederiz!
Bilkent'te kaçıncı yılınız: l] .
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.... .....................................C¿c.í(...... ......................................b/J.OJİ^ is.V^;orr..... İR.fo./İ^ O.^ ..
...,2ilio.(;.J.Îi/.'k...avr.j.U.ı).... .....................................................................i/^iteıl4.......V.'.v.l .
Л ^
.....(^СС./лк\.^  ... · i · · i·'· · · · · .¿v^ yV·''([,r^ ....
... JiC—  i Сл 11...... Лс/.-.л [i С‘л (.,... .....1:^ !гА}т.../1у.1...и2 .:'Jj'n...... а .v.-::: /--Г/ёлл....... ît. ¿- )...................Vİ Vj ~ J -
....tj:î...... .................
Fakülteniz: /Uob^c/ı'ılı 1;^ Fa U l/ei»
Bölümünüz: ../İn,
:.. ;o'i V: :^. :. ı'ts .. ^
.^ (M»...(7/^ L(Lİ$-L'.:...A^ n';l".r^ :jc/p:rrjj!^ .kLÎ:Z...^ ..Lb .../·.---------
jLp  ^..ıSsr^ rc^ .^.. /’/... i .Ç. ..■
. li^ l. ...b. IfC.k L..., l/'tcrf.l (.... Î^. UvKV......L· I/ f> /-1 /r-» I)
Bu ankete katıldığınız için cok teşekkür ederiz! ·
Bölümünüz: 'Jc. Aûk.
Bilkent'te kaçıncı yılınız: Lj.
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
..... ÎÎ .^n f....... .jSjCtn-JrtzjC. U-bT:....<i< (j.<t /üfiLy.. .3 ....11... ./?.C .Yлс...
...........................................................................................
Fakülteniz:
.T.'^ . v^ T*.'.; . . . . . . . 1% i л'/ГГ-х'...  ·'· ··'··
•г*л*т.г.г “··
Bu ankete katıldığınız için çok teşekkür ederiz!
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
........ .'L;......................................................... ............................................
Fakülteniz: \ ( d
Bölümünüz: i "f
..... : r  d ...^ ..•y.. ..v..v*....,„....
......... .......................................
:;;:г::;кГлГ1^7Г;у” Г 1 3
.........  ....................................у .............. . Г.: i.... Л./...v.r.V .4
......: : ...... ..............
........ ............................................................. S-S-C-V:.'.... ...................................
......... .............................................................................................................................................. ..
— Г.; . ' Г.... .
.... Л 1У·' r






Bu ankete katıldığınız için cok teşekkür ederiz!
l /
Bölümünüz:
Bilkent’te kaçıncı yılınız: ^
Fakülteniz: /zt€^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.........А /^Ü....S.
/. ^  .. 3ac:c^^./cc. /Г ^ ^ . r.... â.&itCidUu i^ ...............
.r.^ P<.b.(.Z^ ..ecJ/^ /:sC................................................................ :...............................
L y' r str .* -v.Tti:r=.'.“-rr.T.-rr
■w »vrvw .-r» . · ’¿T» i  Г'·: · i mi ' · · ·  ··!'·
• iv.. .l~ '^m
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz: / /
Bilkent'te kaçıncı yılınız: ^
Fakülteniz: / ^  / cfyyi ^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
......... .............................(^ .c^ .ı.L...pJ.ddJ.4-iri..............................................■.................<J
........... ...................................................................................... o^ '^^ UÜ-bluLcLu:.'^ .
........................................................................
- --- -------  ·'.......... - ............U............. ‘ ■ a ■ ...........  ^ ...........
........ ........................................................(cijj...3.<^ .çLİ.l.£j:..6rL....ç^ cs.mcLm/.Z
r\ t
...... ,.L·Ql¡.PLr'?..aicy:ıı.^ .ö.cn2...r................................. ............ ................................
Bu ankete katıldığınız için cok teşekkür ederiz!
Fakülteniz: | ^  I Ua
Bölümünüz: | <2:ti/AĞ?
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
....... ...................................................................... ^ £ £ U . I Ü £ ( l .........
........ ;:.bı!.!^Î.İÎ^.XcibJ2..Lx;..
r;.‘;ü?i2d:ik^ç::;r::2r.7:.vj::^;::r.::fiXA.~:.^ ... ......-
.... d..i^A ^.iA ^£SL..^.B JLkk.£jA ........
. b u .....L U \ .Ö .ıJ v \£ .d . . İ k Q ^  .... ;.-к1.Ш1.Ь.0_1......
' 7 „ V :£ § .^ £ Î::r lÛ ,.Ü ^ ™ .0 ;2 :d  d  ■ -.i --
'\ 'Й Й '..Г с б 0 Т Ж Ь 'ф Т '" А А ь ^ ^ ^  ......
с ^ ц т о Ь Г \  . Д и 2 - ^ ^  \o ^
Bn Rnkete katıldığınız icin cok teşekkür ederiz! IÇS>D ^ ,ı ^
n . l . / v ^ l  / .^СсС?^13'1^^А Л к1о1kblcaiA(vv> 1\лс<1 c s c L i ^  a lı/vx< ı. / ^
. I  r s o ıM -t- ÎD  ULX/tO
n ( û h . - t i  c = u  ı^+ -£ '^  \ _ . , , ı , o  e . i t v ı a i /
Bölümünüz: /У1алас^-^2уП'^ ^^ '
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
... J]en... .. J3.CC. !j3^. ...p.cL .сшшп.<ю... .ck^LUoo,.. .£a. . .biI^ J.i.oi^ çi/i'l ı
....гЖЗт1^ С^&^ .^..к.1^а}].сп.:..Ш^<^....Ьд.гшг..а1.апа^..1^....ЬЗ^Аа^(?/:...ЬШт.а.к^гугап^СоС^
.ckı^ .:..Jj2,ifC/.L^ (^ i3.(?.....LJjûJsciiy.(^ .....le...^ £^ ^^ ^^  ^ .... .^С.(о.к^....(?.1/:г7.ас/.ш.':^  <Juf o~
. - I I - '__ ..... , , .....^ ,,, ...................  ....  ^ ........  ... ............... . 3^J.кС^о.(Ш^13..Сй1лЖ^С.Ск2^.1С^1!^Тх'.0^а/.1То1.то^^^ .СВ/пС.7Ьи^ >' Cde~
.ÇQL·..^ûí.lu.L·....Q.C.(U:Ш4<J)C.■....Â^.(Jca.....qcLШ.ff/J.La/.¡.CL·....ba .^.sûn..dcc^ .(^  k.aho~~
...ol duJL· lcu:L>Mr^... cCi ипь^м^ , , . .. ,. .,..^ .cu. ф. rxı.3x h^ .d ı^ iû,d^ r;.j., CjAit.iİj. bılcf/<'^  _
' фаЬр.:::Ь1с::^ :(^йС.:::.7р£.С::Ь<лШ.о.асг1с.с^
■ЫССШС...ф.1т(СА^С7.13Г£СШСС~СШЗ(^СС.Ъ\кС\]'/ух....1:х1.1^.ка^ш^^^^^
-^OJ].(J.a.Ci/:C'.J..^ <^Airxî.:'.JXJ£.di^ ıâxdir^.y^.CfO.C7J.aJr}:ii/oC.V.Z.(^ .\a^ Сф.
.аЗ/лгл£.Ф.1оп..... «e,....b.ilaL.6a.^ f aqu<ndcon Cortoiı'&r ha/ıa qoU^ J^ osla-
ehrScU. <xr(^(XU. ha^Uo^arlc^ i^L sıU. kontrol edllmet
c/e OrMbtn u(xpı/mcLU..
Bu anl^te katıld ı^ık  için cok teşekkür ederiz!
Fakülteniz: JlJminislraJıd^ ^
O
Bölümünüz: / Ş> T/D ET
Bilkent'te kaçma yılınız:
BCC' nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.......... ................................................................................l.ç^ .bL·L·...^ .íldc.f^ .^...
Fakülteniz: /Ş>l E t /V)ST
...<dB(S....ar.atr.o^ Qjd.....e>o.ûiİA/.ck... .....................ı:ıc.LL·d(¿^.....
. j^ .U lO u ...M k ç (^ to c i7 n Q ^ .û C .4 'A .- ..3 Q u /^ (2 ^  .............
....ğЗM .^.L·xг... J.9:L·..SL·>..J(^  ....¿ ¿ a a
....bu..L·d.<X:.....^ S^ \}y^ J<dc....ûf^ ^
....... ~ '"'7'
..^cí;cL·m ..Jcv.....<scfeoQ ^ûΓıí^ .......... .^ .....·.......... .............. ............
Bü ankete katıldığınız için cok teşekkür ederiz!
Bplümünûz: ı ^  LSTM ^
Bilkent'te kaçıncı yılınız: ^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
..................................................................................................................................................
..ûk*).(.dwL.Ui....... .........................................
. . ^ t c ..... '....  ............. - ....... f. . ... .
.Md.Çİ.Ş'.vM....il .^.... ...................................... .Îc<3Yrls!.(^ i<îsvr:...Ai. .^)Y?.—.··..................
Fakülteniz:
Bu ankete katıldığınız için cok teşekkür ederiz!




BCC nın hızm^kjilitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz-
....- f e k m i .... i £ a İ £ : î i : ; - ■ ÎSJ11 c _
• f ........................................................^ ....................
.......Vr4 .-{‘•A 7Г. YfT. ’.‘T'i *■  ^ *^ · *■ ^  -  ----------------- -





Bu ankete katıldığınız için cok teşekkür edftnVt
Fakülteniz:  ^ ^
Bölümünüz;
Bilkent'te kaçıncı yılınız: 3
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
•i— .....
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz: /^ ¿СГ/Чь~
Bilkent'te kaçmn yılınız: J_^,
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
. · . . · .■ · ^
''4: i ' Ч / ,(fLC i l ' i '  (.■ l>cS,
........................
Fakülteniz: ı'çiCi4lt
Bu ankete katıldıgımz için cok teşekkür ederiz!
Fakülteniz: (V{ U (^л. L
Bölümünüz: 1А<:Я^ оС'? i-лл
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
..............^.¿5:....................................................................................................... ^  ^
................................... ................................................................
...b?.ÎÎi...... ...................................................... -1?..C..C.....d£..kA........Ь е ^ и „ к . г ^
..... ...................................... ç.e..k<....f;i..k\.?r.^..O................
......... .............................................................
. .w. .CL·.... A’.ftA'.. ...... .¿iu.w<w.v.v.^ <'.i^ ... .LwiW::^.Wxikijî.
...Î^ .Ç. .C.... .¿ıLü .v.vLefe'.V'.Viî'. :v.vir.. С ;к .La..... !-.... .L .ça. . .k. ¿’''-ı_
,.C..Lk.<^ko:ih....Ç.k.^<.A.VAA\^v.L.... ' .^iîr.t!i.S....i^A'^k.....
Bu ankete katıldığınız için cok teşekkür ederiz!
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Bölümünüz: Â
Bilkent'te kaçıncı yılınız: \o
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:




■· w· *# a t AZj>.vrxT.:2.t.::
л п ._ .д /л _ _ ^  .... _______________
....Ь?1^ ...Т^ уМ^.о.!.кс.....^ ..>.·^ '^  ^^
J'id rti^ 'İV?.fîci. i.4i.C..... ...................f.L^fy.. i...
•Л · %»»х»лл.тллл^.
Bu ankete katıldığınız için cok teşekkür ederiz!
Bölümünüz: İ C· ^Л
Bilkent'i
Fakülteniz: \ C¡ < E i в
t'te kaçıncı yılınız: ( y   ^ i !  ^  CCL'
i f
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.ЗСС.!л.а^.’Ю.....(2.б-_ю<$;1....Cd^ s^SxL·...QÜ-:i.^ (:}i:pAz%l....
.... . C ^ s / . ^ r s s . .  t-e
Л.1 л«*ж^тда1^^лгзгс:1ь:К|П-г' k~ju W:  к . ipJ.'-i -u·-«i ■ « p - r'....С%г^ у1Х...^ АШХлаЖ....k!<,^^^.ИOQÍ.e....^.c::u2W^İÛLvJc
b_ o  /çj
.ckimciгL.ÇA....k'.C:^o.kA.SJL^.....αA7S:^kУAi<:d.^^^....
•9Í.9!.lTÍI.L...¿a ж с /ç^ c ; Q  Lışûm
Ё.»акяе&/ыкьмо1
■ ....... <:^ L.ş£cLio.LlElCLJci...7...T£a nrı Lfot ^ wfcXiríe r o/^u
yak9xu^ ~-Dc\ hc-\ c(o\ vnc-0 k/'· "ö (cun '
Bu ankete katıldığınız için cok teşekkür edfinVi
İ ji'î'  Quo -i?ı'r- /^CfLx'nC'' u^<?w''^ci(? <çauşCLi^ ^
1^0 e r - h ? S l*  <^U o  /V /a ¿ - A 'o ? ^ d e  ^Oh oiryiQS
\je k - ü l t o n v c t '''^ u0s s  lc)U(?k? cot o
^ O lJUOCİ I M 3orH"üVjCx.\-e ‘ 9>/
^ o b 'n e c L e  -i?ulv^05id,\r , -BCC'de uO¿-i'0-v)
soffvm-te a^vıc-lü'i-le ^V'^‘^ " '5 i’^ 'ík/uñrr
t¿?e+i'>T®k· neci.en''n'' d^UİoTot. ^
αluİvıαs+u-^. ^,'tcUW(cio^-('Kv(e •te%4 o r ^
dq  c ia W (4 a .'r ,d c to +  a n la m c ı O ^ n o ı v ^ i u  
d û ^ e  l+v^qp uGi»15i+ıU-vıOl2. S o n  ola^cıty 
ne-Koork ,5::ır9u-'CUne'/ >''? i' dlG-^ı'ş'kmp -i^uncv -±?o-g (/ 
o /a r a i  c/cgi'^diW/mCS/' nÇ'+ı '^O.'i· ¿c/rf(ör/w
ofclug^u Q\'4p/ é>irO( Lcr fX'ik_ (olcU^l^çO u^-nn 'b'’r 5Î/n?/
' C^\ LTa vvvl^ zcj Θ ci Ca^ C^lI^(Ş[^\0)
о г-Ѵ-с\,покА іѵл U^^vv\ûus \ ndcH c J e l ^ i ı C i - f k i  (о^и о/
■4? \2cIg^  ^ 3 e  , к  e  ·νο d .\ ' k-: V- ıM  ^  -^^1
dcoj_(g.._vj l e  ....... ............. ..
Bölümünüz:
Bükent'te kaçıncı yılınız: ^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
.ХЙ . .&>] (L.. k.ÇP.... . . 'Î^ .! i-ffi-.b. ii l N. i . ,£?.ёЛЛ) ftv.... .^ .i U.ÇHf bori
i>i-> Yit. iç'iM oe fto'TL  ^ 6İjt cçft&eıYft г.p.irı.^^^M?ıM.. fcUUiVtilCıuft<t Г<Ч',«Ч="1нО(ЧН Ö a .'y £ .
LV.Îİ o  »чГХсЗ\ i L 6=1^ Fegpft^vc »чГ| (Lcfrcs'n 0 ^-İS*^^C^oSx&^¥^^ |С,(л)Х.
---- dÖ .^С-^аОхоДа N\ -,-------------------- ----------------------  -------------------------------------------------
( ^ ‘^&""6>L0İ!s‘Pİ'VAİ^''"ÎneWÎÜ‘Îir^'ÖE"'^VİbTCİNİc ¿ÜvVfs^ilV .
’_6^ TH?T^T^W-'"Q '
Fakülteniz: 1 ^  I.C"TM & fPt}cC\
Hftri- A>it*>-rfti ı^yOMJ »Л.
j^ ' f iÖÖ'V ....Köt^C;XötiDR""'<;'^^t^"""Wçs3İft3iı‘E
..... ............................................ ......................................... :'Cr
:@ : 3 r t ^ Mri':gZZy:№7rft~Cü^ '7:o jh^ F-g"— ftT>trltftw-iy>-^
~ûüV*^* arüferiiyiiftit-ft тлХ)^7лК^1 Sri(ö*£V ı t ı t ^ fv
““-.rr r—'.· ·,··.·.·“  *;*A· ·■?■.-.? t.r f ·.· *r^ T. Л.·/· 5 ·.·» Jf
"■ lOl ttftNI İ tVr» |W"· в) ^ "  İÖİV'NUV— l£.n(V ila ^r»-Pı^'— "O WAutt\U N ОГ> B»CC —SeturrtA  -:7;7—
....Î^AAÛ(V\i.....t>.L£«Lft-.l(L.....\L.Gİi..e3SlA^W »ti .
Bu ankete katıldığınız için cok teşekkür ederiz!
Fakülteniz: p l  LV
Bölümünüz: C. iv'<i->TL, '  Ц
Bilkeat'te kaçıncı yılınız: O
\
Ач
в е с  nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
............ .............................................. .................................................
. A. \:İ. .'i'.......'d—L^ k^......d. h h .-.r.İT.'r..(. ™V. .....................................
P /¿."i ...... i
___  ______,0 ___  / / __ ________
__**__  /  ^ ~ !-7!-..T"-..V~ Г......... .
^ /..4 ¿ 4  i ç^ dS-Lr!:.^ ...... ............................. ¿<y..hs..ldr.t.... tddkl.i.'....... ’.’
^ ^  i«. '■< '
. . . . â · · · : ·  r:  ^A V.  ^· .Т4*л i T v * r» ·■»-* ■ · · · · · ·  V» · · · · · · ·  ······  ·.«■·»».. w«.-*4»«· .» ·  · · · ·» » ··« « ·« ·· ·*  ·· « ··  ' - 1 1 · -·« » · ·· · ·  ·» ·» —·     ------------ , . .  .  4
............ 9
Bu ankete katıldığınız için cok teşekkür ederiz!
Fakülteniz; \^ Lahn^ ji.
Bölümünüz:
Bilkent'te kaçıncı yılınız; ^
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz /  önerileriniz:
.. ............ ........................................................I \ iio .c ta .......... cı'A < L·
...ifPf.C...... ..........................prP.h.İ€m\..... ШГ..·. .......
.....3.^.1.foF^^vг^?x.^.-„Ыл)wч^dйWî^.αийf-
...■p.liani.ordcır?..)^....fDatîлg.k.r....^ fZ..k.^ {\í.n^ τнJ^ r.:y-.zSîkçЫi—-χL·f^
... ,с|у гйш<1а1аг...-.......SıV?........ .................. .коо^?^Д<а:г^.о u.
..Ь.е.1и....]аЬ.[1апп....Aaha..^ i..... Dfğ^ t^'aı:..... ? i^mas.lûL...sa l^e^ ahyhr.
.... f.Cİİf^.an__ fжшa...ЫρsL·...he .^^ .^ .■r^ rr&^k/:at:^lí(İ^fr--
....
PC~d^ Jsf^ Îc— \ r t t ç ^ Up ~
'jekrsjz . B û r / n m  ^ahs^ hencU.. - ren - \^ artdır^^-
Bu ankete katıldığınız için çok teşekkür ederiz!
dûofim  ^ honcian onaz. /VUW  ' cU. ^onru ^ a p a o  
aft:a 4 a f/o C  Oarcar» ^  Sömccn; . i> ^ lc
elem an ta/' ¿yu im alı v< onl^n "furHi h ilen i 1* ■
cJ/iV> le^ ecxl^  merci de. · H e rH in e  5":>rv^u
•y< ‘
C&^ apsıs. ¿?/naIcy< ir .
Bölümünüz:
Bilkent'te kaçıncı yılınız:
BCC nin hizmet kalitesi konusunda eklemek istediğiniz düşünceleriniz / önerileriniz:
Falcülteniz:
СЯ .fev. kCi.....L ллг......................................................
°c7c ..............‘
.. ................................................................
Bu ankete katıldığınız için cok teşekkür ederiz!
